Re: Arkansas Application for Renewal of
State Certification of Telecommunications Relay Services (TRS)
CG Docket No. 03-123

DESCRIPTION OF ARKANSAS RELAY SERVICE ("ARS")

The Arkansas Deaf and Hearing Impaired Telecommunications Services
Corporation ("ADHITS") was created pursuant to Act 1080 of 1997 (Ark. Code Ann. §
25-29-101, ef seq. by the Arkansas Legislature. Pursuant fo that Act, ADHITS was
incorporated as a non-profit corporation on August 12, 1997. The Act vested the
responsibility for ARS in ADHITS. Prior to that time, ARS was provided by Arkansas
Relay Services, Inc., under the auspices of the Arkansas Public Service Commission.

ADHITS' initial contract for ARS was with MCI, subsequently Southwestern
Bell Telephone, and the present service is provided under a contract with Sprint. The
Sprint contract will remain in effect untit its maturity December 31, 2008. Subsequent
to that expiration, ADHITS will submit an RFP to all interested providers for
continuation of service.

ADHITS believes that the standards for relay service prescribed by the Federal
Communications Commission and contained in 46 C.F.R. § 64-804 and 605, have
been met as described herein.

Any correspondence, or approved Order, may be sent to ADHITS, c/o Steve L.
Riggs, Dover Dixon Horne PLLC, 425 West Capitol Avenue, Suite 3700, Little Rock,
Arkansas 72201, e-mail: sriggs@ddh-ar.com, telephone: (501) 375-9151.

Arkansas FCC Certification Renewal and Supporting Documents

Introduction

The State of Arkansas, with the assistance of Sprint Relay, has prepared this narrative and attached
appendices to comply with the FCC TRS Certification Renewal Application, particularly in response to the
FCC Public Notice DA 07-2761, CG Docket No. 03-123 released on June 22, 2007. Included in the
Public Nofice are the minimum mandatory FCC TRS requirements under 47 CF R §64.604 and §64.605.
A copy of this Public Notice and these mandatory requirements is attached as Appendix A.

The FCC has requested that each FCC TRS Cerfification Renewal application responds fo the minimum
mandatory FCC TRS requirements for providing telecommunication relay services and that each state
includes procedures and remedies for enforting any requirements imposed by state programs.
Additionally, the FCC requested that several exhibits such as outreach presentations, promotional items,
consumer fraining materials, and consumer complaint logs be included with the information provided.

The Appendices included with this TRS Certification Renewal Application are as follows:
A, Copy of the Public Notice DA 07-2761



S<CHWAOTVOZErXC " IOMMUOUO®E

TRS, CapTel, STS, IP, VRS Training Outlines

TRS, IP, VRS and CapTel Pledge of Confidentiality

E911 Call Procedure

Sprint Carrier of Choice Letter of Invitation

Sprint Outage Prevention Program

Sprint Disaster Recovery Plan

Sprint TRS Standard Features Matrix

Sprint Poficy on 10 and 15 minute Rule

FCC TRS Mandatory Minimum Standards & Compliance Matrix
FCC CapTel Mandatory Minimum Standards & Compliance Matrix
Sprint's Report to the FCC on VRS and IP Waivers

Sprint Relay Fact Sheet

Sprint's TSP Press Release

Copy of TRS Information in Telephone Direclories

Capy of Telephone Bill Inserts

Copies of Relay Newsletters

Copy of Annual Report or Other

Copy of Refay Brochures or Other Advertisements

State legislation or Other establishing TRS program in the State
Copies of Complaint Logs from 2002-2007

Copy of TRS RFP

Copy of Phone Bill with Surcharge Rate or Legislative Order
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Operational Standards
A1 Communication Assistants (CAs)

§64.604 (a)(1) (i) TRS Providers are responsible for requiring that all CAs be sufficiently trained to
effectively meet the specialized communication needs of individuals with hearing and speech
disabilities

CA Employment Standards

Sprint has established a successful procedure to atiract qualified applicants for TRS CA positions. The
first step in the CA's hiring practice is a validated test that screens for typing, language skills, and other
skills related to the CA position. When an applicant passes the test, a Human Resources representative
screens the applicant over the phone or in person, for oral communication skills and work availability. If
the applicant passes this step, hefshe is interviewed in person by an Operafions Supervisor for specific job
dimensions that relate to the success of a CA. I the supervisor recommends the applicant for
employment, the applicant undergoes a drug screen and security/reference check. This process ensures
that only qualified applicants are hired to work at a relay center.

Sprint 1P (Intemet Relay) CAs follow the same employment and fraining standards as TRS CAs. In
addition, Sprint provides an enhanced VCO service called Captioned Telephone (CapTel) Services. Sprint
requires that all CapTel CAs have a high school graduate equivalency as a minimum qualification for the
joh.

All Sprint Video Refay (VRS) interpreters are qualified and adhere fo the Registry of Interpreters for the
Deaf (RID) Code of Professional Conduct For more information about VRS interpreter qualifications and
fraining expectations, see Appendix B.

§64.604 (a){1)(ii) CAs must have competent skills in fyping, grammar, spelling, inferpretation of
typewritten ASL, and familiarity with hearing and speech disability cultures, languages and
etiquette. CAs must possess clear and articulate voice communications.

Communication Assistants Training Program

Sprint trainers use adult leaming theories; training is adapted fo each participant's leaming modality;
incorporating lecture, visual graphics, flow charts, videos, role playing, and hands-on-call training, to
stimulate the CA's ability to leam.

New hires receive fraining in Deaf Culture, ASL franslation, the needs of non-signing deaf individuals, and
sensitivity fo the needs of persons with hearing and speech disabilities by a qualified person who, if not
deaf or hard of hearing, possesses extensive knowledge in this area. During the CA's initial training, they
are trained and evaluated on how to accurately reflect the TTY user's communication and on the CA’s ole
in the relay process. CAs' performance based skills such as grammar; spelling and oral communication
abiliies are evaluated. Sprint works closely with local deaf and hard of hearing communities to identify
knowledgeable presenters fo assist with the training. Sprint utilizes videos, role-playing, group activities
and discussion groups o educate employees on the different needs of their customers to ensure
sensitivity towards customers.



Additionally, applicants are given written and hands-on evaluations to demonstrate their ability to spell and
type accurately, process a call using live training terminals, and role-play in varying levels of ASL. CAs
also receive extensive training on how to improve their inferpersonal skills so that they can work effectively
with difficult and stressful situations that may arise during their employment. These fraining mandates and
skill expectations also apply to Sprint IP CAs and VRS interpreters where appropriate. Please review the
Sprint TRS, Speech to Speech (STS), CapTel and Video Relay Service (VRS) Training outlines in
Appendix B.

A team of ASL-Fluent Sprint employees developed the ASL Training workbooks that are ufiized by CAs
for ongoing training. These workbooks have been designed to provide supplemental training and fo assist
CAs toward the mastery of ASL. translation on relay calls.

Captioning Assistants Training Proaram

CapTel CA fraining includes comprehensive training on the CapTel Service Workstation equipment and
other instruction including some live call handling experience. All prospective CAs are required to meet all
of the CTI standards for becoming a production CA. These standards include the ability to consistently
meet call handling skills such as WPM averages, accuracy averages as well as aftendance and atitude
standards as set by CapTel management. At any time if a prospective CA does not demonstrate the
ability to achieve the expected standards, they may be removed from the training group and ferminated
jrom employment. See Appendix A

All CapTel CAs are tested for competency in typing, grammar, and spelling to ensure skills meet the FCC
Guidelines. CapTel CA training provides familiarity with hearing, deaf, and Speech-Disabled cultures. A
captioned telephone user does not type while making a call, therefore there is never an opportunity for the
CA to have to interpret typewritten ASL.

CapTel CAs must follow certain guidelines while supporting calls. Below is a list of these guidelines.

1 The CA shall be frained fo caption the words spoken by the hearing party as accurately
as reasonably possible, without intervening in the communications. The CA is permitted
to provide background noise identification.

2 The CA shall not maintain any records of conversation content and shall keep the
existence and content of all calls confidential.

3 The CA shall be required to meet the FCC standards for TRS minimum transcription
speed.

4 The CA shall not limit the length of a call and shall stay with the call for a minimum of fen
minutes when answering and placing a call.

5 The CA shall pass along a CapTel caller's Automatic Number Identification (ANI) to the
local Public Service Answering Point (PSAP) if the caller disconnects before being
connected to emergency services.



6 Persorinel supporting CapTel will have the requisite experience, expertise, skills,
knowledge and training and education to perform CapTel Services in a professional
rmanner.

Please review the Sprint TRS, STS, CapTel and Video Relay Service (VRS) Training outlines in Appendix
B for more information on CA fraining requirements.

CA Quality Assurance Programs

Monthly Surveys

Sprint Relay conducts monthly surveys and formal reviews fo monitor and evaluate the continuing training
for Sprint Relay TRS CAs as well as Sprint IP CAs. The survey process used is a product of a task force
comprised of management staff. It evaluates all areas of work performance, personal effectiveness and
altendance. The survey process goals are fo respond to customer feedback and provide the CA with
clearly defined and objective performance measures. Two surveys are completed on each CA every
month and include areas such as Typing Accuracy, Spelling, Conversational English/ASL Translation,
Clarity / Enunciafion, Caller Control, and Eliquetie/Composure.

Quality Assurance Test Calls

To ensure that all CAs are focused on FCC requirements and state contractual commitments, Sprint
centers and or an independent third party quality testing fim has been retained by Sprint to perform a fota)
of 700 test calls. Results are provided on a quarterly basis. Feedback and appropriate guiding
performance measures for specific components are addressed with each CA.

Sprint Relay also conducts test calls to ensure CapTel quality at least once a quarter, but often conducts
monthly tests of 100 test calls on CapTel.

Relay Program Management and Trainer Test Calls

Additionally, the Operations depariment and members of the Relay Program Management Team identify
areas of concem based on customer feedback, state feedback, individual survey results and customer
confacts. Approximately 300 test calls per month are conducted focusing on the identified monthly call-
processing topic. Results are compiled and shared with Operations’ management. Based on the resuifs,
the frainers and management determine if refresher training is required and what method will be used for
delivery.

Sprint Relay and the Relay Program Management feam also perform test calls for CapTe/ CAs.

§64.604 (a)(1)(iii) CAs must provide a typing speed of a minimum of 60 words per minute.
Technological aids may be used fo reach the required lyping speed. Froviders must give oral-fo-
fype tests of CA speed.

Transmission of 60 WPM

All Sprint Relay CAs type a minimum of 60 words per minute (WPM). Sprint Relay utilizes an oral-to-type

test that simulates actual working conditions. CAs are tested on an ongoing basis to ensure that a 60
7



WPM performance requirement is maintained. During this test, Sprint Relay does not use technology-
aided transmission to ensure the typing speed. The scores for each CA are the aclual words per minute
that are typed. The most recent test resuits are an overall 825 WPM with 97% accuracy for all call
centers. This applies fo Sprint IP and IP wireless relay CAs as well.

Sprint Relay ufilizes technological aides during relaying such as pre-programmed macros and auto-
carrecting software, along with the CA's natural skill, to provide optimal service.

CapTel's voice recognition technology ransmits above 100 WPM. White oral to type fests are waived as
a result of this technology, oral fo text tests are given to all CapTe! CAs.

§64.604 (a){1)(iv) TRS providers are responsible for requiring that VRS CAs are qualified
interpreters, A “qualified interpreter” is able fo inferpret effectively, accurately, and impartially,
both receptively and expressively, using any necessary specialized vocabulary.

Qualified VRS interpreters

All Sprint Video Relay {(VRS) Interpreters are qualified and adhere to the Registry of Interpreters for the
Deaf (RID) Code of Professional Conduct. For more information about VRS interpreter qualificafions and
training expeclations, see Appendix B.

§64.604 (a)(1) (v) CAs answering and placing a TTY-based TRS or VRS call must stay with the call
for a minimum of ten minutes. CAs answering and placing an STS call must stay with the call for a
minimum of fifteen minutes.

in-Call Replacement of CAs

Sprint Relay requires all CAs, including Sprint IP and IP Wireless CAs, and VRS Interpreters, also known
as Video Interpreters (Vis), to stay on the call for a minimum of 10 minutes, with the excepfion of Speech
to Speech (STS) CAs, who must stay on the call for a minimum of 15 minutes. This is included in the CA
training matrix under Appendix B, Module 4l, and the Video Relay Service Training Outline and
Qualifications. CapTel CAs also stay on all calls for a minimum of 10 minutes.

§64.604 (a){1)(vi) TRS providers must make best efforts fo accommodate a TRS user’s requested
CA gender when a call is initiated and, if a transfer occurs, at the time the call is fransferred to
another CA.

When a Sprint relay user requests a CA of the opposite gender of the CA who initially receives the call, the
relay user is switched to an appropriate CA as soon as one becomes available. If a change of CA is
necessary during the call, every attempt will be made fo accommodate the previous gender request.
When a Sprint VRS and Sprint IP or [P Wireless user requests a specific gender, every attempt will be
made to honor the request. If a change of Vls is necessary during the call, every attempt will be made to
accommodate the previous gender request.

CapTel CAs are waived from this requirement. See Appendix K, FCC CapTel Mandatory Minimum
Standards & Compliance Matrix



§64.604(a)(1)(vii) TRS shall transmit conversations between TTY and voice callers in real time.
Sprint CAs fransmit and relay all conversations befween the caller and the called parties in real fime.

CapTel is a fransparent service. CAs fransmit audio and captioned text conversations from the voice
caller o the CapTel user in real time. Since the CapTel user utilizes their own voice to transmit, no
fransmission occurs from the CA to the voice caller.

A.2 Confidentiatity and Conversation Context

§64.604 (2)(i) Except as authorized by section 705 of the Communications Act, 47 U.S.C. 605, CAs
are prohibited from disclosing the content of any relayed conversation regardless of content, and
with a limited exception for STS CAs, from keeping records of the confent of any conversation
beyond the duration of a call, even if to do so would be inconsistent with state or local law. STS
CAs may refain information from a particular call in order fo facilitate the completion of
consecutive calls, at the request of the user. The caller may request the STS CA fo refain such
information, or the CA may ask the caller if he wants the CA to repeat the same information during
subsequent calls. The CA may refain the information only for as long as it takes to complete the
subsequent calls.

Confidentiality Policies and Procedures

Sprint Relay believes that measures fo ensure confidentiality are crucial to the success of TRS, Sprint
IPAP Wireless and VRS operations and has implemented procedural and environmental measures to
safeguard customer and call information.

In accordance with the FCC regulations, all information provided for the call set-up, including customer
database records remain confidential and cannot be used for any other pupose. Once the inbound party
disconnects, CAs and Video Interpreters {Vis} lose the ability to view or access any information pertaining
to that call. No written or taped informafion regarding the call is kept once the call is released from the
Relay position. Billing information is transferred to billing files after the call has been terminated and is no
longer available except for biling purposes.

The only exception to this policy relates to STS calls. Sprint STS Relay Agents may retain information from
one inbound call for use in a subsequent outhound call, with the caller’s permission. Such information wilf
only be retained for the duration of the inbound call.

Sprint Relay’s confidentiality expectations are strictly enforced and employees are expected to comply with
this policy during and after their period of employment Sprint strictly enforces confidentiality policies in the
Cenfer, which include the following:
» Prospective CAs and Vis undergo a thorough background investigation and screening.
o During initial training, CAs and Vis are presented with examples of potential breaches of
confidentiality.



o Stess can be a factor in maintaining confidentiality. CAs and Vis receive training on healthy
detachment.

» Breach of confidentiality will result in disciplinary action up to and including terminafion of
employment.

»  CAs perform their work in cubicles that are bordered by high sound-absorpfion acoustic ties and

wear special noise reducing headsets.

All Sprint Relay Centers have security key access.

Visitors are not allowed in Relay work areas.

Supervisors are present in the work area to abserve behavior.

All Relay Center personnel are required to sign and abide by the Sprint Relay Center’s

Agreement Regarding Confidential Customer Information.

» All employees attend annual confidentiality meetings wherein the confidentiality agreement is
reviewed and re-signed

Sprint Relay Center's Agreement Regarding Confidential Customer Information requires CAs and Vis to:

Keep all call information confidential.

Not edit or omit any content from the conversation.

Not add or interject anything into the content or spirit of the conversation,
Assure maximum user control.

Continuously improve their skills.

Please refer o Appendix C for the TRS Pledge of Confidentiality. This document is similar to what is used
for Sprint VRS interpreters and IP/IP Wireless CAs.

CapTel Captioners must comply with the same rules that TRS follows regarding confidenfiality. The
CapTef confidentiality form is similar to TRS. Below is an explanation of confidentiality as it pertains to
Captel Captioners. A copy of the CapTe/ confidentiality form signed by CapTel CAs can be found under
Appendix C.

Information obtained during a CapTel call should not be shared with any person except a member of the
CapTel management staff who has asked for specific information. This informafion may be needed to
clanfy technical, policy, emergency, venting, consumer, or customer service issues. General call
information will not be shared unless it is used fo clarify, vent, or teach. Information about call content
should be discussed in a private area only.

Only information crifical to resolving the situation will be disclosed. This may include consumer name,
name of business/agency, gender of caller, type of call (voice in, CapTelin), day of week, time of day, city,
state, or any other details that could in some way identify a consumer.

A Captionist may have problems, complaints or stress from handling the call. The Captionist may ask to
speak to a supervisor or other member of management (as long as it wasn't their call) in a private area.

The success of CapTel depends on quality and complete confidentiality. Since consumers will be less
fikely fo use the service if they feel their personal and professional calls are not kept in the strictest
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confidence, all Captionists understand and abide by the confidentiality policy Any Captionist who breaks
this policy will be disciplined, up to and including termination.

STS Limited Exception of Retention of Information

At the request of a caller, Sprint Speech-to-Speech (STS) CAs will retain information from a call in order to
facilitate the completion of consecutive calls. No information is kept after the inbound call is released from
the CA position.

§64.604 (2)(ii) CAs are prohibited from intentionally altering a relayed conversation and, to the
extent that it is not inconsistent with federal, state or local law regarding use of telephone
company facilities for illegal purposes, must relay all conversation verbatim unless the relay user
specifically requests summarization, or if the user requests inferpretation of an ASL call. An STS
CA may facilitate the call of an STS user with a speech disabilify so long as the CA does not
inferfere with the independence of the user, the user maintains control of the conversation, and
the user does not object. Appropriate measures must be taken by relay providers to ensure that
confidentiality of VRS users is maintained.

Verbatim Relay and the Translation of ASL

Sprint Relay CAs type fo the TTY user or verbalize to the non-TTY user exactly what is said, verbatim,
when the call is first answered, and at all times during the conversation, unless either relay user specifically
requests summarization or ASL interpretation.

At the request of the relay user, Sprint Relay CAs will franslate written ASL into conversational English. Al
Sprint Relay CAs are able to translate the typed languages of relay users whose primary language may be
ASL or whose written English language skills are limited fo conversational grammatically comect English.
Training is provided on various levels of English/ASL during the initial training, as well as throughout a
CAs' employment. In order to finish training successfully, the CA must demonstrate competent skills fo
franslate the calls as requested.

Sprint VRS interpreters, Sprint IP/P Wireless CAs and CapTel CAs are prohibited from intentionally
altering a relayed conversation and will relay all conversation verbatim.

STS Facilitation of Communication

Sprint Relay STS CAs receive training on how to facilitate STS communication without interfering with the
independence of the user. STS CAs are evaluated monthly on their ability to facilitate the call without
altering content of the conversation or compromising the user's confrol.  Sprint Relay users have ful
control of all of their relay calis.
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A.3 Types of Calls

§64.604 (3) (i) Consistent with the obligations of telecommunications carrier operators, CAs are
prohibited from refusing single or sequential calls or limiting the length of calls utilizing relay
services.

Sprint Relay Services

Sprint Relay provides 24 hour, 7 day-a-week Telecommunication Relay Service (TRS) for standard
(voice), Text Telephone (TTY), wireless, or personal computers {PC) users to place local, intrastate,
interstate, and intemational calls. Sprint Relay also processes calls to directory assistance and fo toll free
numbers. There are no restrictions on the duration or number of calls placed by any relay user. All relay
users accessing Sprint Relay retain full control of the length and number of calls placed anytime through
relay. Sprint IP/IP Wireless CAs and VRS interpreters are also prohibited from refusing single or sequential
calls or limiting the length of calls using relay services.

CapTel CAs are currently waived for outbound calls because the CapTe! CA is not involved in the call set
up and cannot refuse the call CapTel users dial sequential calls directly, therefore it is not possible for a
CapTel CA to refuse sequential calls or limit length of calls.

CapTel CAs are not waived by the FCC for inbound calls to a CapTe! user made through a TRS facifity.
However, if a call is made directly to the captioned telephone access number no set up is involved and the
CapTel CA cannot refuse to call. Please see Appendix K for more information on these waivers.

§64.604 (3)(ii) Relay services shall be capable of handling any type of call normally provided by
felecommunications carriers unless the Commission determines that it is not technologically
feasible to do so. Relay service providers have the burden of proving the infeasibility of handling
any fype of call. (iii) Relay service providers are permitted fo decline fo complete a call because
credit authorization is denied. (iv)Relay services shall be capable of handling pay-per-call calls.

Sprint Relay works in conjunction with the Local Exchange Enhanced Services to provide additional
functionality for users of TRS. Sprint processes collect and person-to-person calls and calls charged to a
third-party as well as calls billed to prepaid and non-propriefary calling cards offered by the local or any
other interexchange carrier. Sprint Relay will also process calls to or from restricted lines e.g. hotel rooms
and pay felephones.

When a TRS or CapTel call is placed through Sprint Relay, the user will be billed in the same manner that
a non-relay user would be billed. The relay user will only be billed for conversation fime, {which does not
include call setup time, time in befween calls and wrap-up time}) on toll calls. Billing will occur within 60
days of the call date. Sprint gives users the option of billing their calls fo a non-proprietary LEC {local) or
[XC {long distance) calling cards. Sprint will process calling cards offered by the user's carrier of choice if
the carrier is a participant of Sprint's Carrier of Choice (COC) program and as long as Feature Group D is
at the Carrier's access tandem. Sprint works with the LECs and IXCs to compile and make available to all
TTY or CapTel users a fist of acceptable calling cards. The users camier of choice is responsible for
providing call types and available billing options, and will also handle the rating and invoicing of foll calis
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placed through the relay. Sprint was the first provider to process pay-per-calls, beginning with the state of
Texas in 1996.

Sprint VRS, Sprint IP and IP Wireless are waived from these requirements. Please refer fo the Sprint VRS
and IP Report to the FCC, Appendix L.

§64.604 (3)(v) TRS providers are required to provide the following types of TRS calls: (1) Text-to-
voice and voice-to-fext; (2) VCO, two-line VCO, VCO-to-TTY, and VCO-to-VCO; (3) HCO, two-line
HCO, HCO-to-TTY, HCO-fo-HCO.

Sprint Relay provides access 1o all available relay call types. A complete list of all call types proved hy
Sprint may be found in Appendix | Sprint Standard Features Matrix. Most call types are waived by the
FCC for IP and VRS users. Please refer to the Sprint VRS and iP Report to the FCC, Appendix L

Except where waived by the FCC, Captel users are able to access all types of TRS calls. The requirement
to provide 711 dialing is waived for outbound calls made from a CapTel phone. STS and HCO calls are
also waived.

§64.604(3){vi} TRS providers are required to provide the following features: (1) Call release
functionality; (2} speed dialing functionality; and (3) three-way calling functionality.

Call Release Functionality

TTY to TTY Call Release Functionality allows the CA to connect two TTY users and then drop off the line,
leaving the two TTY customers connected. This is especially useful for customers needing to use a pre-
paid calling card, reach another TTY user through a switchboard or operator, or when needing fo speak
with a voice user first. With 2-Line CapTel service, a CapTel user can release or receive captions at any
time during a call

Frequently Dialed Numbers

Frequently Dialed Numbers, sometimes referred to as Speed Dial Numbers, allow relay users fo store up
to 10 frequently called numbers in their customer preference database along with a name for each entry.
When initiating a call the user can then provide the name fo Sprint Relay CAs, instead of the enfire 10-digit
number. The CapTel Consumer Premises Equipment (CPE, or CapTel phone) is equipped with the ability
to program in 3 speed dial numbers, and a recently dialed number.

Three-Way Calling
Customers who have purchased three-way calling from their LEC can use the feature when placing a call
through Relay. This feature allows a customer to add a third party to a TRS call  For example, a TTY

caller places a call io the Relay and then bridges another TTY person on his or her line. The original TTY
caller then requests to place a call to a voice user. The CA will make the connection and Relay the calf
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between the voice party and both TTY users. This process would also apply if there were two voice
customers and one TTY user on the line.

Sprint CapTel users are also able to participate in a three way call. Although the person using the
captioned phone is unable to establish the three-way call, the called party will be able to do so by utilizing
the telephone swiftch hook (or “flash”) button on his or her CPE. Thus, Sprint CapTe! meets the
requirement for three-way calling for users of One-Line CapTel For Two-line CapTel, either party can
initiate a three- way call should the user purchased this as a LEC opfion. Sprint CapTel users are also
able to participate in a conference bridge to speak to three or more individuals.

§64.604(3}{vii) Voice mail and interactive menus. CAs must alert the TRS user to the presence of a
recorded message and inferactive menu through a hot key on the CA’s ferminal. The hot key will
send text from the CA fo the consumer’s TTY indicating that a recording or inferactive menu has
been encountered. Relay providers shall electronically capture recorded messages and refain
them for the length of the call. Relay providers may not impose any charges for additional calls,
which must be made by the relay user in order to complete calls involving recorded or interactive
messages.

When a Sprint Relay caller reaches an answering machine, voice mail or interactive menu, the CA informs
the relay caller by hitting a macro which reads (ANS MACH) or (RECORDING) fo keep the caller informed
of the call progress. The CA then, if necessary, presses a hot key fo record the voice announcement and
relay the message back to the caller. The CA utilizes Sprint's recording technology to obtain all information
necessary on the first attermpt. The CA relays all of the recorded information fo the customer and deletes
the recorded message. This technology greatly reduces the CA work time, as the CA does not need fo
make mulfiple outdials. In addition, Sprint relay callers are only charged for the first call. Subsequent
redials to leave a message or enter information into an interactive menu are not charged to the customers.
Sprint has developed a procedure using our Ultra WATS lines to ensure that with additional out-dials the
customer does not incur foll charges.

CapTel users are able fo hear and interact directly with the recorded message and makes the selections
as requested by the interacive menu. The CapTel user is alerted to the presence of a recording by
hearing the recording and seeing the captions of the recording as the message is played.

CapTef users can replay messages as required unfil the message is both heard and read as captions.
The user can stay on the fine as long as desired until the message is heard in its entirety or replayed. This
is requested by the user directly. The CapTe/ user interacts with the recorded message system directly.
This is treated as one call

Callers fo Sprint relay services access 800 services by dialing a free 900 number to access relay. Use of a
toflfree 800 number inbound fo the refay center provides funclionally equivalent access fo the
telecommunications network while preventing unauthorized end users from circumnavigating the LEC
restrictions. This process ensures that the LEC will only complete those calls into the relay service that do
not have a 900 number block added to their phone lines. The 900 service provider and the 900 number
carmier(s) will rate and bill the user as if the call was dialed directly from the originating user's telephone
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The Arkansas current 900 number is 900-230-3131.

§64.604 (a) (3)(viii) TRS providers shall provide, as TRS features, answering machine and voice
mail retrieval,

Sprint Relay TRS, Sprint IP/IP Wireless and VRS Vls provide both answering machine and voice mail
retrieval. Please refer fo Appendix |, Standard Call Features Matrix.

Answering Machine

Sprint Relay CAs will inform relay users when reaching an answering machine, voice mail or inferactive
menu, The CA will hit 2 "hot key” which reads (ANS MACH) or (RECORDING) to keep the caller informed
of the call progress.

When reaching a recorded message, the CA ulilizes Sprint's recording technology to obtain all information
necessary on the first attempt. The CA can then play back the recording at a pace that allows them to
relay the entire message to the caller, after which the recorded message is deleted. This technology
greatly reduces the CA's work time and accordingly, time billed to the State.

The CA will type the entire outgoing message verbatim including the option for the Relay User fo leave a
message, if applicable.

The CA will leave the relay user's message in the appropriate mode of communication. Sprint has the
capability fo leave messages in both voice, text and touch tones (pagers).

Once the CA has left the message on the answering machine or voice mal, the CA will send a pre-
programmed response fo the relay caller stating:

(UR MSG LEFT) CA XOOXXMIF GA

Subsequent redials fo leave a message or enter information info an interactive menu are not charged to
the customers. Sprint has developed a procedure using our Ultra WATS lines to ensure that with
additional outdials, the customer does not incur toll charges. Customers will only be charged for the first
call. CapTel CAs are also equipped with the ahility to retrieve messages stored on a local answering
machine.

Voicemail Retrieval

Sprint has the capability to retrieve messages from answering machines by placing an outbound cali to a
remote location or the same location. When a user requests to refrieve messages at the same location,
the CA will instruct the user when fo take the handset off the hook and when to begin playing back the
messages. The CA will retrieve all messages and relay verbatim. The recorded message will be
automatically deleted by the system once the relay call is completed. The CapTel user both hears and
interacts directly with the recorded message and makes the selections as requested by the interaclive
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menu. The CapTeluseris alerted fo the presence of a recording by hearing the recording and seeing the
captions of the recording as the message is played.

CapTel users can replay messages as required until the message is both heard and read as captions.
The user can stay on the line as long as desired until the message is heard in its enfirety or replayed. This
is requested by the user directly. The CapTel user interacts with the recorded message system directly.
This is treated as one call.

A.4 Handling of Emergency Calis

§64.604(a)(4) Handling of emergency calls. Providers must use a system for incoming emergency calls
that, at a minimum, aufomatically and immediately fransfers the caller to an appropriate Public Safety
Answering Point (PSAP}. An appropriate PSAP is either a PSAP that the caller would have reached if he
had dialed 911 directly, or a PSAP that is capable of enabling the dispatch of emergency services fo the
caller in an expeditious manner.

Sprint meets the requirements of emergency calis by immediately routing 911 calls to an appropriate
Public Service Answering Point (PSAP) that the caller would have reached by dialing 911 directly, or a
PSAP that is capable of dispatching emergency services in an expeditious manner. With one CA
keystroke, Sprint's intefligent CA application utilizes the NPA/NXX information of the inbound caller fo
immediately cross-reference this information to a national database containing the ten-digit emergency
number for every PSAP. Within seconds, this number is entered in the dial window and the call is then
immediately initiated.

Sprint Relay considers an emergency call to be one in which the user of the Relay Service indicates they
need the police, fire department, paramedics or ambulance. Sprint utilizes a standard E911 database that
serves all of the United States and has uniform procedures, as noted below, which are followed at every
Sprint Relay Center.

« The CA, when told by a TTY/ASCII user (non-voice) that an emergency exists, will hit a hot key.
The CA terminal will post a query containing the caller's ANI to the E911 dafabase.

e The E911 database currently responds with the telephone number of an appropriate PSAP;
automalically dials the PSAP number and passes the caller's ANI to the E911 Service Center.

o The CA will remain on the line and will verbally pass the caller's AN to the £911 Service Center
Operator.

Relay users will be encouraged fo dial 911 as their prmary means of contacting Emergency Services.
However, if a Relay user makes an emergency call through Relay, the Sprint CA will make every effort to
comectly route the call fo an appropriate PSAP based on the network and user-provided information. As
required by the FCC, CAs will remain on the line and give the Emergency Service Provider the caller’s
telephone number, even if the caller is no longer on the line.
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It is Sprinf's opinion that in some emergencies, valuable time could be lost if the TTY call were to be
transferred fo the PSAP, and the results could be life threatening. Therefore, Sprint will allow direct TTY-to-
TTY communication in the following scenarios, if allowed by the FCC.

Atthe request of the calier,

At the request of the PSAP Operator or PSAP Supervisar,

The CA will remain connected and will silently monitor the call, if.

The PSAP is not capable of receiving and conversing directly with the caller in the modality of the
calier (i.e. if the caller is using a communication modality other than TTY, [ie., VCO, HCO, §TS,
ASCIl, VRS, or Intemet Relay]}, or

e The CA is having technical trouble fransfeming the call to the PSAP (e, the caller is
disconnected from the PSAP; the PSAP cannot establish a TTY connection, etc.).

The CA will assist, as necessary, {o maintain communications between the PSAP and the caller.
Otherwise, the Sprint CA will remain on the line to provide assistance as necessary to facilitate
communication for all emergency calls and will not disconnect until the call has been completed.

911 services are currently waived for IP and VRS providers. Sprint strongly encourages Intemet Relay
users fo dial 911 direcily to receive prompt emergency services via TTY or phone.

Sprint IP via website permits manual 911 processing. If user tell operator to dial 911, operator will request
supervisor assistance. User will need to provide the address and city where hefshe is calling from.
Supervisor will call Direclory Assistance {on separate phone call) fo obtain 10-digit emergency PSAP
number. Then the supervisor will pass it to CA to make outbound cali fo 911 dispafcher (PSAP). It can
take few minutes or so fo get the information. Users are encouraged to enter a 10-digit emergency
number on the website for more efficient call processing.

More information about Sprint's procedure for handling E911 calls, including CapTel calls, may be found in
Appendix D.

Telecommunications Service Priority Program

Sprint announced on October 31, 2005, that it had completed all milestones in enroliing its
Telecommunications Relay Service (TRS) in the FCC's Telecommunications Service Priotity (TSP)
program. On May 11, 2005, Sprint began implementing TSP throughout its network. On October 31,
Sprint successfully activated all 14 call centers under the TSP program. Sprint's parficipation in the TSP
Program strengthens their already robust reliability.

In 1988, the TSP program was established to prionitize the restoration of telephone service to ciifical
faciliies and agencies at imes when telecommunications companies are typically overburdened with
service requests, such as after a natural disaster. In the event of a regional or national crisis, the program
restores telephone services most crifical to national and homeland security on a priority basis.

The Sprint TRS network is designed fo reroute traffic to other Sprint Relay centers across the country to
provide uninterrupted service. However, if a national or regional emergency causes service to be disrupted
and the relay call center is unable to receive or place calls, Sprint's participation in the TSP program
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means that Local Exchange Camiers (LECs) are required to restore service to the relay call center as
rapidly as possible consistent with the priority status assigned to the relay call center. Unlike other TRS
providers, when a disaster occurs, Sprint TRS has the ability to reroute calls immediately to unaffected
relay call centers and continue processing calls with minimal customer impact.

The Sprint relay call centers participating in TSP are.

Albuguerque Swifch (Albuquerque, NM and Honolulu, Hi)
Austin Switch {Austin, TX and Lubback, TX)

Dayton Switch (Dayton, OH and Cayce, SC)
Independence Switch {Independence, MO}

Jacksonville Switch (Jacksonville, FL)

Lemoore Switch {Lemoore, CA)

Sioux Falls Switch (Sioux Falls, SD and Moorhead, MN})
Syracuse Switch (Syracuse, NY and Holyoke, MA)

The TSP program ensures that the Sprint relay call centers are placed on a priority basis to re-
establish telephone service for Relay STATE users. Sprint is proud to voluntarily comply with the
FCC's TSP program. Please see Appendix N for a copy of the general press release regarding
the TSP program.

A5 STS Called Numbers

§64.604 (a)(5) STS called numbers. Relay providers must offer STS users the option fo
maintain at the relay center a list of names and telephone numbers which the STS user
calls. Wher: the STS user requests one of these names, the CA must repeat the name and
state the telephone number fo the STS user. This information must be transferred to any
new STS provider.

Sprint's Relay customer database is available to Speech-to-Speech (STS) users. The database
can be used fo store a list of names, frequently dialed telephone numbers, and customer notes.
The database automatically appears on the CA’s ferminal screen each time a user dials into one
of the Sprint relay numbers. The customer database helps to facilitate call set up and conversing
preferences for the STS user. Customer profile information contained in the Sprint Customer
Database will be transferred to any new provider at the end of the contract term. Currently, STS is
waived from Intemet Relay, Video Relay and CapTel services.

Technical Standards
B.1 ASCIl and Baudot

§64.604 (b) Technical standards—(1} ASCHl and Baudot TRS shall be capable of
communicating with ASCIf and Baudot format, at any speed generally in use.

Each Sprint CA position is capable of receiving and transmitting in voice, Baudot including
TurboCode™ and E-TurboCode™ as well as ASCI codes. Upon a calf being received at the CA
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position, TTY signals are automatically identified as either Baudot or ASCII; if ASCII, the baud
rate is detected. Intelligent modems allow the CA to handie either voice or data lines from the
same CA work stafion.

This automatic identification of call types for incoming calls provides a quick and efficient
technique for varied customer input and reduces the average CA work time to a minimum.

ASCII rates up fo and including 19,200 bps are supported by the Sprint platform. The domesiic
TTY baud rate of 45 5 and the intemational rate of 50 baud are also supported.

Sprint 1P curently provides services via ASCH connection. Currently, ASCII and Baudot
requirements are waived for CapTel services. For more information about CapTel waivers, see
Appendix K.

B.2 Speed of Answer

§64.604 (2) Speed of answer. {i) TRS providers shall ensure adequate TRS facility staffing
fo provide callers with efficient access under projected calling volumes, so that the
probability of a busy response due to CA unavailability shall be functionally equivalent fo
what a voice caller would experience in attempting to reach a party through the voice
telephone network.

Sprint Relay has developed the capability to effectively manage a human resource pool that
provides unsurpassed quality. Sprint has gained valuable experience in sizing its TRS Operations
to accommodate contfract requirements. Historical call detall is gathered by 15-minute periods
throughout the years of providing TRS service. This historical information is combined with state-
specific information fo establish anficipated call pattems that accurately predict the personnel
needs necessary to efficiently process the relay calls.

Sprint meets the requirement of answering 85% of all calls within 10 seconds on a daily basis by
alive CA. {Abandoned calls are included in this 85/10 Service Level calculation.) Sprint wil
ensure that no more than 30 seconds elapses between the receipt of the dialing information and
the dialing of the requested number.

Sprint samples the average answer fime a minimum of every 30 minutes for each 24-hour period.
Sprint’s Traffic Management Control Center (TMCC) and our Enhanced Services Operations
Control Center (ESOCC) are staffed with professionals who understand call processes, call
volumes, distribution pattems, contract requirements and call routing, thus ensuring exemplary
service.

The Sprint Centers that serve Arkansas are provided with sufficient facilities to provide a Grade of
Service (GOS) of P.01 or beffer for calls entering the Arkansas cali center swilch equipment.
Inbound calls that may be blocked within the Public Switched Telephone Network (PSTN) will
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receive a voice recording stating that all circuits are busy and to try the call again within a few
minutes.

Performance of inbound traffic on each toli-free number where it enters the Sprint network is
measured continuousty and reported both daily and monthly  These measurements, which
include traffic volume and blockage data, are compiled into a monthiy report available fo the state.
In addition, the dedicated trunk facilities that route the call from the terminating network switch to
the ACD (Automatic Call Distributor) at the serving relay center are monitored daily for
compliance with blockage fimitafions. The data is monitored for both short- and long-term trends
to ensure the most cost-effective use of resources.

Sprint also meets requirements for Sprint IP/IP Wireless, VRS and CapTel calls. Sprint CapTe/
ensures that 85% of all calls are answered within 10 seconds and that caller’s calls are
immediately placed. Sprint does not put calls in a queue or on hold. Abandoned calls are
included in the speed-of-answer calculation. Sptint Caple/ system is designed to a P.01
standard or greater measuted on a daily basis.

§64.604 (b) (2) {(ii} TRS facilities shall, except during network failure, answer 85% of all
calls within 10 seconds by any method which results in the caller’s call immediately being
placed, not put in a queue or on hold. The fen seconds begins at the fime the call is
delivered to the TRS facility’s nefwork. A TRS facility shall ensure that adequate nefwork
facilities shall be used in conjunction with TRS so that under projected calling volume the
probability of a busy response due fo loop trunk congestion shall be functionally
equivalent fo what a voice caller would experience in attempting fo reach a party through
the voice felephone network.

Sprint has met the requirement of answering 85% of all calls within 10 seconds on a daily basis
by a live CA. (Abandoned calls are included in this 85/10 Service Level calculation) Sprint
samples the average answer fime a minimum of every 30 minutes for each 24-hour period.
Sprint currently samples every 15 minutes.

Sprint Relay is committed to providing relay users with functionally equivalent telecommunication
services as that enjoyed by standard felephone users. To this end, Sprint will continue to answer
85% of all relay calls within 10 seconds. There will be no more the 30 seconds of elapsed time
between receipt of dialing information and the dialing of the requested number.

Sprint begins measuring speed-of-answer at the time the call hits the Relay swilch. Calls are
answered by a live CA and are not to be placed in a queue or on hold after reaching the Relay
switch.

Sprint’s Service Level calculation for TRS
Sprint's Service Leve! calculation for all TRS calls, excluding CapTel, is described below:

Number of calls handled < 10 seconds / (fotal calis handled + total calls abandoned)

20



The SVL is the number of calls handled in 10 seconds or less divided hy the total number of calls
offered.

(Number of calls offered = total number of calls handled + total number of calls abandoned),
{SVL = Number of calls handled in < 10/ Number of calls offered).
Sprint’s Service Level Calculation for CapTel

For CapTel users, the number of calls that armive at the CapTel call center will be the number of
Calls Offered.

The number of calls that are answered by a CA is the number of Calls Answered.

The time for each call hetween the time the call amives at the CapTel call center and the time
answered by a CA untit it is abandoned is the Speed of Answer.

Any time spent in the Voice-in telephone menu is time controlled by the user to enter in the phone
number of the CapTel user they are calling. This fime is subtracted out from the Speed of
Answer time.

The total number of calls with the Speed of Answer as 10 seconds or less is the number of
Qualifying Calls.

Qualifying Calls divided by Calls Offered = Service Level (x percent of calls answered within 10
seconds).

Sprint's Weighted Service Level for TRS

Sprint uses a ‘weighting’ process to combine the results of several Call Centers into a single
resuit:

The 'weighted' service level (SVL) is a calculation that multiplies the number of 'State' calls
handled in each center by the center's daily SVL (the outcome is a factor called 'SVL points').
The resultant 'SVL points' for each center that handled that 'State’ traffic is then summed. The
sum of the 'SV points' is then divided by the total number of 'State’ calls to get a daily ‘weighted’
SVL.

Sprint will answer 85% of all calls within 10 seconds on a daily basis and will not place a caller in
quete or on hold. The fen seconds begins at the time the call Is delivered to the Sprint Relay
Center and Sprint will ensure that adequate network facilifies are available to avoid the possibility
of a busy response due to loop trunk congestion.

Sprint’s Weighted Service Level for CapTel
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While CapTef operates two CapTel call centers, all calls are directed through one Automatic Call
Distributor switch. All calls are answered in the order received and is measured, unweighted, by
this swifch.

§64.604 (b) (i} (A} The call is considered delivered when the TRS facility'’s equipment
accepts the call from the local exchange carrier (LEC) and the public switched network
actually delivers the call fo the TRS facilily.

Sprint considers the calf delivered when the Relay Center’s equipment accepts the call from the
LEC, and the public switched network actually delivers the call to the TRS Center.

Sprint fumishes the necessary telecommunications equipment facilities, and system software for
the complete TRS operation. Sprint is a certified Interexchange Carmier (IXC) in all 50 states.
Sprint’s transmission circuits meet, and in most cases, exceed the ANSI T1.506-1990 Network
Performance ~ Transmission Specifications for Switched Exchange Access Network standards.

§64.604 (b) (ii} (B) Abandoned calls shall be included in the speed-of-answer calculation.
Please see (b)(2)(ii) above.

§64.604 (b) (i) (C) A TRS provider's compliance with this rule shall be measured on a daily
basis.

Please see (2) (b)(ii) above.
§64.604 (b) (i} (D) The system shall be designed fo a P.01 standard.

Sufficient transmission facilities have been provided to service all traffic levels, including busy
hour peaks. Sprint ufilizes trunks that are sized fo provide a busy hour Grade of Service {(GOS) of
P.01 or a minimum of 99 out of 100 calls will have unrestricted and immediate access fo the call
center faciliies during the busiest time of day.

Inbound calls that may be blocked within the Public Switched Telephone Network (PSTN) wil
receive a voice recording stating that alf circuits are busy and to fry the call again within a few
minutes.

In addition, the dedicated trunk facilities that route the call from the terminating network switch to
the ACD (Automatic Call Distributor) at the serving relay center are monitored daily for
compliance with blockage limitations.

Sprint ensures no greater than 1% blockage on a dally basis. Sprint offers state Relay customers the
advantages of a superior digital fiber network unsurpassed in the industry. Through use of leading switch
technology and SONET network survivability technigues, Sprint's network ensures a very low level of call
interruption or blockage.
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The Sprint network switch architecture is non-hierarchical, that is, alt switches are directly interconnected.
Sprint switches are processor-controlled using advanced digital technology and are virtually non-blocking.
A call across the Sprint network passes over Inter Machine Trunks (IMT) which are engineered at P.01
Grade of Service (GOS) at the busy hour to allow for maximum network call completion. The P.01 GOS
requirements ensure that at least 99% of calls to the Relay Center will reach a CA. The Lacal Exchange
Carier {LEC) network typically utiizes a P.01 grade of service also, and similar blockage rates should
apply on their facilities

§64.604 (b) (i) (E} A LEC shall provide the call attempt rates and the rates of calls blocked
between the LEC and the TRS facility to relay administrators and TRS providers upon
request.

Performance of inbound traffic on each toll-free number where it enters the Sprint network or
relay center facility is measured continuously and reported both daily and monthly. These
meastrements, which include fraffic volume and blockage data, are compiled info a monthly
report available to the state.

§64.604 (b) (iii) Speed of answer requirements for VRS providers are phased-in as follows:
by January 1, 2006, VRS providers must answer 80% of all calls within 180 seconds,
measured on a monthly basis; by July 1, 2006, VRS providers must answer 80% of all
calls within 150 seconds, measured on a monthly basis; and by January 1, 2007, VRS
providers must answer 80% of all calls within 120 seconds, measured on a monthly basis.
Abandoned calls shall be included in the VRS speed of answer calculation.

Sprint Relay complies with this requirement. Please refer to Sprint Relay’s report to the FCC
under Appendix L.

B.3 Equal Access to Interexchange Carriers

§64.604 (b) (3) Equal access fo interexchange camiers. TRS users shall have access fo
their chosen interexchange carrier through the TRS, and to all other operator services, fo
the same extent that such access is provided to voice users.

Sprint provides Arkansas callers with the ability fo have their intrastate, interstate and intemational
calls caried by any Interexchange carmier who has agreed to pariicipate in the Arkansas Camier
of Choice (COC) program. When a caller indicates their COC preference, the CA will verify that
the requested camier is a COC participant, if they are, the call will be routed accordingly. Callers
will be able to use any hiling method made available by the requested carrier including collect,
third party, prepaid and calfing cards.

The cument participating members of Sprint Carrier of Choice program are:

AT&T Communications
Bell South Long Distance
Bestiine
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Birch Telecom

Broadwing Communications
Broadwing Telecommunications

Cox Communications

Excel Telecommunications, Inc.
Global Crossings Telecommunications
MCiWorldCom

MclLeod USA

Qwest Communications

SBC Communications Long Distance
Souris River Telecommunications
Sprint

Telecomm*USA (MCIWorldCom)
Touch America Services, Inc.

1.5. Link

VarTec dba Clear Choice Communications
VarTec Telecom, Inc.

Verizon Long Distance

Winstar

Working Assets

WorldCom

WorldXChange

if an Arkansas caller does not indicate a COC preference fo the CA either on-ine or in their
customer database (or if their preferred canier is not a COC participant), the call will be canied
over the Sprint network. As with calls caried by Sprint, most COC participants limit billing
methods based on the type of fine from which the call originates. When the requested carrier is
not a COC parficipant, Sprint has established a procedure where the carmier will be nofified,
verbally and in writing, of its obligation fo provide access to TRS users and encourage their
participation.

Please see Appendix E for a sample of the Canier of Choice lefter sent to carmiers when a
customer has a preferred inferexchange carrier that does not participate in the Sprint COC

program.

B.4 TRS Facilities

§64.604 (b}(4) TRS facilities. (i) TRS shall operate every day, 24 hours a day. Relay
services that are not mandated by this Commission need not be provided every day, 24
hours a day, except VRS.

Sprint TRS and Sprint Relay Customer Service are both available 24 hours a day, every day of
the year. Sprint ufilizes both UPS and backup power generators to ensure that the relay centers
have uninterrupted power even in the event of a power outage. UPS is used only long enough

24



for the backup power generators o come on line — a matter of minutes. The backup power
generators are supplied with sufficient fuel to maintain operations for at least 24 hours. The
generators can stay in service for longer periods of time as long as fuel is available. Sprint IPAP
Wireless, VRS and CapTel Relay Services are also avallable 24 hours a day, seven days a
week.

§64.604 (b)(4) (i) TRS shall have redundancy features functionally equivalent to the
equipment in normal central offices, including uninterruptible power for emergency use.

Sprint Relay Network Support Plan
Service Reliability

Sprint's service is provided through an all-fiber sophisticated management control network that
support backbone networks with digital switching architecture. These elements are combined fo
provide a highly reliable, proven, and redundant network. Survivability is a mandatory objective of
the Sprint network design. The Sprint network minimizes the adverse effect of service
interuptions due fo equipment failures or cable cuts, network overload conditions, or regional
calastrophes.

A 100 percent fiber-optic network provides critical advantages over the other camiers. These
advantages include:

Quality

Since voice and data are fransmitted ufilizing fiber optic technology, the problems of outdated
analog and even modem microwave fransmission simply do not apply. Noise, electrical
interference, wealher-impacting conditions, and fading are virtually efiminated.

Economy

The overall quality, architecture, and advanced technology of digital fiber opfics make
fransmission so dependable that it costs us less to maintain, thereby passing the savings on fo
our customers,

Expandability

As demand for network capacity grows, the capacity of the existing single-mode fiber can grow.
Due to the architecture and design of fiber optics, the capacity of the network can be upgraded to
increase 2,000-fold.

Survivability

Network survivability is the ability of the network to cope with random disruptions of facilities
andfor demand overloads. Sprint has established an objective to provide 100 percent capability to
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reroute backbone traffic during any single cable cut. This is a significant benefit o [State], and a
competitive differentiation of the Sprint network.

Network switched services are provided via 49 Northem Telecom DMS-250/300 switches at 29
locations nationwide. Three DMS-300s located at New York, NY, Fort Worth, TX, and Stockion,
CA, serve as infemational gateways. The remaining 46 swilches provide switching functions for
Sprint’'s domestic swifched services.

interconnection of the 49 swilches is provided in a non-hierarchical manner. This means that
infer-machine trunk (IMT) groups connect each switch with all other switches within the network.
Each of these IMT groups is split and routed through the Sprint fiber network over SONET route
paths for protection and survivability. As an extra precaution fo preclude any call blockage,
Dynamically Controlled Routing (DCR) provides an addifional layer of tandem routing options
when a direct IMT is temporarily busy.

Reliabifity is ensured through a corporate commitment fo maintain or surpass our system
objectives. Beginning with the network design, reliability and efficiency are built into the system,
Sprint continues to improve the network’s reliability through the addition of new technologies.

The effectiveness of this highly refiable and survivable network is atfributed to the redundant
transmission and switching hardware configurations, SONET ring topology, and sophisticated
network management and control Centers, These factors combine fo assure outstanding network
performance and reliability for [State].

Network Criteria
System Capacity

The Sprint network was built with the capacity to support every inferl ATA and intral ATA call
available in the US. With the confinuing development of network fiber transmission equipment to
support higher speeds and larger bandwidth, the capacity of the Sprint network o support
increasing customer requirements and technologies is assured well into the future.

Service Restoration

Sprint provides for the restoration of service in the event of equipment malfunctions, isolated
network overloads, major network disruptions and national/civil emergency situations. In the
event of service disruption due to Sprint's equipment, service typically is restored within four
hours after nofification. Sprint does everything possible fo prevent a fotal outage at its switch sites
or at any of its' POPs through the use of advanced site designs. All processors, memory, and
switch networks within our switches are fully redundant. All switch sites are protected by
uninterruptible power supplies and halon systems planned in conjunction with local fire
departments. Most of our new sites are earth sheltered fo increase survivability. A multi-pronged
program is used fo minimize outages:
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Do everything possible to minimize the impact of a "single point of failure” This includes:

» Diversification of all facilities’ demands between swifch sites. All switch sites are connected to the
long haul network over at least two separate Sprint fiber routes; many have three paths

e Deployment of multiple switches at large switching Centers. This prevents a single swifch outage
from disabling the site.

+ Have systems in place allowing for the rapid redeployment of network resources in case of a
catastrophic outage. Fiber culs, which can affect thousands of calls at several locations, are
sometimes unavoidable. Response to these outages is maximized through the following
procedures.

o Utilization of established plans to respond effectively to these outages.
s The capability to rapidly deploy network transmission facilities when needed.

e |mmediate execution of altemate routing in the digital switches and cross-connect systems to
assist in the handling of temporary network disruptions and forced overioads.

» The entire spectrum of survivability needs, expectations, and requirements can be met by the
proper engineering of customer and Sprint switches and facilities.

Fiber Backbone Loop Topology and Reconfiguration

Fiber optic cable routes are designed to include redundant capacity to insure survivable fiber oplic
systems. Sprinfs SONET network, using four-fiber bi-direcfional fine switched ring capability, allows
automatic switching to allemate paths to provide for traffic rerouting in the event of a route failure. The
SONET fiber optic backbone topology is currenfly designed with more than 100 overlapping rings fo
ensure sufficient altemate paths for fotal network survivability.

Please see Appendix F for Sprint's Route Outage Prevention Programs. Also, please refer to the Disaster
Recovery Plan provided in Appendix G for a complete explanation of Sprint's back-up plan.

B.5 Technology

§64.604 (b)(5) Technology. No regulation set forth in this subpart is infended to discourage or
impair the development of improved {fechnology that fosters the availability of
telecommunications to person with disabilities. TRS facilifies are permitted to use SS7 technology
or any other type of similar technology to enhance the functional equivalency and quality of TRS.
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TRS facilities that utilize SS7 technology shall be subject to the Calling Party Telephone Number
rules set forth at 47 CFR 64.1600 et seq.

Sprint is in full compliance with 47 CFR §64.1600 et seq. of the FCC’s Rules for providing SS7 capability.

In order o achieve functional equivalence, Sprint will continue to provide Caller ID service through SS7
signaling where the 10-digit number of the calling party is passed through to the called-party for local and
long-distance calls. Sprint receives calling party identifying information including blocking information, from
all Relay users. Sprint's Caller ID §S7 solufion includes receiving the privacy bit information from the
inbound Relay caller as well as other SS7 call information elements such as:

Calling Party Number

Charge Number

Originating Line Information

Sprint passes through the calling party information (rather than 711 or the number of
the Relay Center}

Sprint meets all minimum technological standards regarding Video Relay Service. Sprint VRS is available
through www.sprintVRS.com and sprinfrelay.v {for Videophone users).

On 31 July 2006, Sprint launched MySprinfVRS number, This MySprintVRS Number feature
empowers Deaf and hard of hearing Video Relay Service (VRS) users with a simply means of receiving
incoming calls With MySprintVRS Number, a hearing user simply dials one foll free number and quickly
reaches an Interpreter who connects them fo the Deaf or hard of hearing VRS user without supplying any
additional information.

The value of a dedicated personal number is generally taken for granted. Without a dedicaled personal
number, things such as entering a contact number in a depariment email directory or prining one simple
number on a business card are much more complicated. Today telephone numbers are also used as
account identifiers or for ordering items. Sprint, unlike most other VRS providers, makes this possible,

For VRS users who have not registered for MySprintVRS, hearing callers may dial a general access toll-
free number and provide the Vi with the VRS user's IP Address, or their Sprint VRS Mall exension
number.

On 28 October 2006, Sprint also infroduced a revolutionary means of wirslessly accessing Sprint VRS
mail. Sprint, as a telecommunicalions provider, is uniquely positioned fo make retrieval of VRS mail from
wireless devices possible from devices with Windows Media Player capability. Sprint VRS Mail for
wireless devices is extremely popular and empowers VRS users fo access and playback VRS message
direclly frorn their handset.

In addition fo providing SprntlP Relay Services, Sprint is also proud fo offer the Deaf and Hard-of-Hearing
community with cutiing-edge technoloqy using Sprint IP using AIMe. Sprint IP is capable of blending the

easy-lo-use capabiliies of Sprint IP Relay with the power of wireless devices and equipment that run
AlMe. In addition fo the ability to place a relay call over the infemet, the wireless user can access Sprint [P
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on a wireless device with AIM, This service allows users fo access relay from the park, a restaurant, or
even the aimport — anywhere a wireless device can access the infemet and AIM.

Sprint also provides CanTel services, which is recognized as an enhanced VCO service,

For more information on technology provided through Sprint Relay, please refer to Appendix M: Sprint
Relay Fact Sheet.

B.6 Caller ID

§64.604 (b) (6) Caller ID. When a TRS facility is able to transmit any calling party identifying
information fo the public network, the TRS facilify must pass through, fo the called party, at least
one of the following: the number of the TRS facility, 711, or the 10-digit number of the calling party.

Sprint Relay offers a nefwork-based Caller ID for all outbound calls which tfraverse over Sprint's integrated
Services Digital Network {(ISDN) and SS7 with FGD network. This feature supports Caller ID for all local
and long_distance calls. In ali cases in which it is received, Sprint forwards the calling party's ANI
{Automatic Number ID) to the terminating LEC for long-distance calls utilizing Sprint's Feature Group D
trunks (FGD). As with standard telecommunications, the terminating LEC may or may not choose fo use
this ANI information as Caller ID information and pass this on fo the terminating number. When passed
through, the relay call recipient will be able to see the caller’'s phone number on their caller ID display (ihe
caller 1D option feature must first be purchased through their LEC). When not passed through, as with
standard telecommunications, the call recipient will receive a message such as “OUT OF AREA” or
"CALLER UNKNOWN."

Functional Standards

C.1 Consumer Complaint Logs

§64.604 (ci{1){) States and interstafe providers must maintain a log of consumer complaints
including all complaints about TRS in the state, whether filed with the TRS provider or the State,
and must retain the log until the next application for certification is granted. The log shall include,
at a minimum, the dafe the complainf was filed, the nature of the complaint, the date of resolution,
and an explanation of the resolufion. (ii) Beginning July 1, 2002, states and TRS providers shall
submit summaries of logs indicating the number of complaints received for the 12-month period
ending May 31 to the Commission by July 1 of each year. Summaries of logs submitied fo the
Commission on July 1, 2001 shall indicafe the number of complaints received from the date of
OMB approval through May 31, 2001.

Sprint provides copies of each TRS Customer Contact form, which includes the date the complaint was
filed, an explanation of the complaint, the date the complaint was resolved and explanation of the
resolufion and any other pertinent information fo Arkansas. Further, Sprnt maintains a log of each
individual complaint and provides comprehensive reports on a monthly and annual basis to each of the

Sprint States,
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By June 15th of each calendar year, Sprint submiis a copy of 12-month complaint log report for the period
of June 1- May 31 fo the Stale relay administrators.

C.2 Contact Persons

§64.604 (c){2) Contact persons. Beginning on June 30, 2000, Stafe TRS Programs, inferstate TRS
providers, and TRS providers that have stafe contracts must submit to the Commission a confact
person and/or office for TRS consumer information and complaints about a cerfified State TRS
Program’s provision of intrastate TRS, or, as appropriate, abouf the TRS provider's service. This
submission must include, at a minimum, the following: (i) The name and address of the office that
receives complaints, grievances, inguiries, and suggestions; (i} Voice and TTY felephone
numbers, fax number, e-mail address, and web address; and (iii) The physical address to which
correspondence should be sent

The contact person is Tommy Walker, 26 corporate Hill Drive, Litile Rock, Arkansas 72205. By phone —
501-221-1285 {voice). 501-221-3279 (TTY), 866-235-7995 (toll free TTY), or at
Tommy.R.Walker@sprint.com.

C.3 Public Access to Information

§64.604 (3) Carriers, through publication in their directories, periodic billing inserts, placement of
TRS instructions in felephone directories, through directory assistance services, and
incorporation of TTY numbers in telephone directories, shall assure that callers in their service
areas are aware of the availability and use of all forms of TRS. Efforts to educate the public about
TRS should extend fo all segments of the public, including individuals who are hard of hearing,
speech disabled, and senior citizens as well as members of the general population. In addition,
each common carrier providing telephone voice fransmission services shall conduct, not later
than October 1, 2001, ongoing education and outreach programs that publicize the availability of
711 access to TRS in a manner reasonably designed fo reach the largest number of consumers
possible

As part of its contract with Sprint, an account manager is provided, whose main function is outreach.
Examples of some of the information provided are included in Appendices O-S. In addition, the ADHITS
Board utilizes its own Advisory Panel, and the Sprint Account Manager provides public ouireach sessions

C.4 Rates

§64.604 {4) Rates. TRS users shall pay rates no greater than the rates paid for functionally
equivalent voice communication services with respect to such factors as the duration of the call,
the time of day, and the distance from the point of origination to the point of termination
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Arkansas users are charged no more for services than for those charges paid by standard “voice’
telephone users. Arkansas users, who select Sprint as their interstate carier, will be rated and invoiced by
Sprint. The caller will only be hilled for conversation fime. Those users, who select a preferred interstate
carmier via the Arkansas COC list, will be rated and invoiced by the selected interstate carier.

By FCC jurisdiction, Sprint has two separate Message Telephone Service rates — one for interstate and
one for infrastate. The table below exhibits the discounted rates off Sprint's Message Telephone System
(MTS) rates.

Intrastate Interstate
Day CLs0% 50%
(7 AM —6:59 PM) o
Evening oo B0% . 50%
(7 PM - 10:59 PM) o
Night/weekend o B0% 50%
(11 PM-6:59 AM, S
all day Saturday & Sunday)

C.5 Jurisdictional Separation of Costs

§64.604 (5) Jurisdictional separation of costs—(i) General. Where appropriate, costs of providing
TRS shall be separated in accordance with the jurisdictional separation procedures and standards
set forth in the Commission’s regulations adopted pursuant to section 410 of the Communications
Act of 1934, as amended (ii) Cost recovery. Costs caused by interstate TRS shall be recovered
from all subscribers for every inferstate service, ufilizing a shared-funding cost recovery
mechanism, Except as noted in this paragraph, with respect fo VRS, costs caused by intrastate
TRS shall be recovered from the intrastate jurisdiction. In a sfafe that has a certified program
under §64.605, the state agency providing TRS shall, through the stafe’s regulatory agency, permit
a common carrier fo recover costs incurred in providing TRS by a method consistent with the
requirements of this section. Costs caused by the provision of interstate and intrastate VRS shall
be recovered from all subscnbers for every interstate service, utilizing a shared-funding cost
recovery mechanism.

All Arkansas relay intrastate and interstate minutes are reported separately and distinctiy fo the state on
the Sprint invoice. The interstate and intemational minutes are reimbursed by the TRS Interstate Fund.
The local and intrastate minutes are reimbursed by the State. On individual customer invoices, Sprint
deducts minutes that the National Exchange Camier Association (NECA) would reimburse. These
deductible minutes are associated with these call types: Inferstate, Intemational, Interstate Directory
Assistance, Toll Free and 800. In accordance with FCC rules, States receive only a 51% deduction for Toll
Free and 800 minutes since this is what NECA would reimburse. For NECA reimbursement, Sprint uses a
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cumulative report of eligible customers to calculate its monthly reimbursement request. An invoice and
stpporting documents are sent monthly fo NECA for reimbursement.

Arkansas' legislation creating ADHITS is attached as Appendix T.

C.6 Complaints

§64.604 (6} (i) Referral of complaint If a complaint to the Commission alleges a violation of this
subpart with respect to infrastate TRS within a state and certification of the program of such stafe
under §64.605 is in effect, the Commission shall refer such complaint to such state expeditiously.
{ii) Infrastate complaints shall be resolved by the state within 180 days after the complaint is first
filed with a state enfify, regardless of whether it is filed with the state relay administrator, a state
PUC, the relay provider, or with any other state entity.

Sprint has a comprehensive Customer Complaint Tracking program. A supervisor or Operations
Administrator is available 24 hours a day to accept complaints, document and forward documentation to
the proper source for resolution. Supervisors provide immediate feedback to both the customer and the
CA.

Sprint will provide copies of each TRS Customer Contact form, including the date the complaint was filed,
an explanation of the complaint, the date the complaint was resolved and explanation of the resolution and
any other pertinent information to Arkansas. Further, Sprint maintains a log of each individual complaint
and provides comprehensive reports on a monthly and annual basis fo each of the Sprint States.

The complaint resolution procedure outlines the steps to ensure complaints are resolved within 180 days
of filing. If the complaint concems a specific CA, an Operations Supervisor follows up and resolves the
complaint. The role of the supervisor is to;

»  Accept all types of complaints, issues and comments.
» Handle all service type complaints.
» Resolve complaints with Communication Assistants.
» Follow up with customers if requested by the customers.

If the complaint concems a specific technical issue, a frouble ticket is filed and the ficket number is
documented on the customer contact forn. The ticket will be investigated and resolved by an on-site
technician. The state-assigned Relay Program Manager is responsible for tracking afl technical
complaints and following-up with customers on resolutions.

If a miscellaneous complaint is filed with customer service, a copy is faxed to the appropriate Relay
Program Manager for resoluion and follow-up with the customer. Arkansas customers also have the
option of calling our 24-hour Customer Service department (1-800-676-3777) or the Arkansas Relay
Program Manager to file complaints or commendations.
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Sprint has the capability to transfer the caller on-line to the Customer Service depariment. A Customer
Service representative will always answer the calls live. The assigned Relay Program Manager is
responsible for tracking all commendations and complaints and sending copies of Customer Contacts to
the State Relay Administrator by the invoice due date of the following month. To assist customers in
identifying contact information for complaints, the foll-free Customer Service number and other contact
information is included on all brochures and Outreach materials, including relay web sites.

Sprint Relay submits all Interstate Relay (Sprint IP, IP Wireless) and Video Relay Service complaints
directly to the FCC from June 1-May 31t of each year by the July 1% deadline.

In compliance with recommended FCC regulations, all complaints are to be resolved within 180 days.
Copies of Annual Consumer Complaint Log summaries filed with the FCC are included in Appendix U

C.7 Treatment of TRS Customer Info

(7) Treatment of TRS customer information. Beginning on July 21, 2000, all fufure contracts
between the TRS administrator and the TRS vendor shall provide for the transfer of TRS customer
profile data from the oufgoing TRS vendor to the incoming TRS vendor. Such data must be
disclosed in usable form at least 60 days prior to the provider’s last day of service provision. Such
data may not be used for any purpose other than to connect the TRS user with the called parties
desired by that TRS user. Such information shall not be sold, distribufed, shared or revealed in
any other way by the relay center or its employees, unless compelled fo do so by lawful order.

The Sprint Customer Preference Database includes such items such as types of call, billing information,
speed dialing, slow typing, carrier of choice, as well as emergency numbers, blocked outhound numbers,
language type (English, Spanish, ASL) and call notes are included in the customer profile. At the end of
the ensuing contract(s) Sprint will transfer all Arkansas database records to the next incoming relay
provider, at least 60 days prior fo the last day of service, in a usable format.

§64.605 State Certification

{a) (1) Cerlified state program. Any state, through its office of the governor or other delegated
executive office empowered to provide TRS, desiring fo establish a state program under this
section shall submit, not later than October 1, 1992, documentation to the Commission addressed
fo the Federal Communications Commission, Chief, Consumer & Govemmental Affairs Bureau,
TRS Certification Program, Washington, DC 20554, and captioned “TRS State Certification
Application.” All documentation shall be submitted in narrative form, shall clearly describe the
state program for implementing intrastate TRS, and the procedures and remedies for enforcing
any reguirements imposed by the state program. The Commission shall give public notice of
states filing for certification including notification in the Federal Register.
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Arkansas' TRS program neither circumvents nor conflicts with the federal requirements, and is in full
compliance. Attached as Appendix V is a copy of Arkansas’ most recent RFP under which the present
provider, Sprint, was selected, calling for adherence fo at least the minimum requirements. Telephone
customers pay a surcharge on their phone bills to fund ADHITS, and Arkansas' relay program. A copy of
an AT&T phone bill, showing the line item charge for relay, is shown on appendix W.

Arkansas does not provide Video Relay Services or Intemet Relay services for the state of Arkansas.
Although there are references to Sprint Relay P and Sprint Relay VRS services, Arkansas does not
confract to provide these services, nor does Arkansas oversee these services for the state of Arkansas.

64.605(f) Nofification of substantive change. (1) States must notify the Commission of substantive
changes in their TRS programs within 60 days of when they occur, and must certify thaf the state
TRS program continues fo meet federal minimum standards after implementing the substantive
change.
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Appendix A: FCC TRS Public Notice, June 22, 2007

f¢ PUBLIC NOTICE

[

1007

‘U

Federal Communications Commission

445 12th St'! S.W. News Media Information 202 1 418-0560

Washington, D.C. 20554 internet: hip:iiwww fco.gov
TTY: 1-888-835.5322

DA 07-2761
June 22, 2007

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES THAT
CURRENT TELECOMMUNICATION RELAY SERVICE (TRS) CERTIFICATION WILL
EXPIRE ON JULY 26,2008, AND PROVIDES A TIMELINE FOR SEEKING
RECERTIFICATION

G Docket No. 03-123

The current TRS certifications for all states and territories will expire on July 26, 2008. Under
the TRS regulations, states can apply for “renewal” one year prior to expiration, ie, July 26, 2007. 47
C.FR. § 64.605(c).

BACKGROUND

TRS enables persons with hearing and speech disabilities to access the telephone system to
communicate with voice telephone users. Congress created the TRS program in Title IV of the
Americans with Disabilities Act of 1990 (ADA), codified at Section 225 of the Communications Act of
1934. 47 U.S.C. § 225. Under the statute, TRS services are intended to be functionally equivalent to
voice telephone service. The TRS regulations set forth mandatory minimum standards that TRS
providers must follow in offering service, and are intended to ensure that TRS meets the functional
equivalency mandate. See 47 C.F.R. §64.604 (set forth in the atiached Appendix).

Because the states have primary responsibility for the oversight and compensation of intrasiate
TRS, the regulations also set forth the process by which state TRS programs may be certified. 47 C.FR.
§ 64.605; see also 47 U.S.C. §§ 225(c) & (d)(3XB). The state certification process is intended 1o ensure
that TRS is provided in a uniform manner throughout the United States and territories. The relevant
sections of § 64.605 are set forth in the Appendix.

APPLICATIONS FOR CERTIFICATION:

Applications for certification (or renewal of certification) may be filed with the Commission
beginning July 26, 2007. Al certified state TRS programs are required to provide traditional (TTY-
based) TRS, interstate Spanish language traditional TRS, and Speech-to-Speech (STS) service. Ifa
state program also offers Internet Protocol (IP) Relay, Video Relay Service (VRS), Captioned Telephone
Service, or IP Captioned Telephone Service, the state must also demonstrate that it provides these
services consistent with the rules.
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Although there is no deadline for filing, renewal applications should be filed by October 1,
2007, to give the Commission time to review and rule on the applications prior to the expiration of the
prior certification.

Applications for certification are reviewed to determine whether the state TRS program has
sufficiently documented that it meets all of the applicable mandatory minimum standards set forth in
Section 64.604. If the program exceeds the mandatory minimum standards, the state must certify that
the program does not conflict with federal law.

PROCEDURES FOR FILING: All filings must reference CG Docket No. 03-123.

Electronic Filers: Filings may be filed electronically using the Internet by accessing the ECFS:
htto://www.fee.govicgb/ecfs/. Follow the instructions provided on the website for submitting electronic
filings.

# For ECFS filers, if muitiple docket or rulemaking numbers appear in the caption of this
proceeding, filers must transmit one electronic copy of the filing for each docket or rulemaking
number referenced in the caption. In completing the transmittal screen, filers should include
their full name, U.S. Postal Service mailing address, and the applicable docket or rulemaking
number, Parties may also submit an electronic filing by Internet email. To get filing
instructions, filers should send an email to ecfs@fcc.gov, and include the following words in the
subject line or body of the message: get form <your email address™>. A sample form and
directions will be sent in response.

Paper Filers: Parties who choose to submit by paper must submit an original and four copies
of each filing on or before October 1, 2007. To expedite the processing of complaint log summaries,
states and interstate TRS providers are encouraged to submit an additional copy to Atin: Diane Mason,
Federal Communications Commission, Consumer & Governmental Affairs Bureau, 445 12 Street, SW,
Room 3-A503, Washington, D.C. 20554 or by email at Diane.Mason{@fcc.gov. Parties should also
submit electronic disk copies of their certification filing on a standard 3.5 inch disketie or CD-Rom
formatted in an IBM compatible format using Word 2003 or compatible sofiware. The electronic media
should be submitted in “read-only” mode and must be clearly Iabeled with the state’s name, the filing
date and captioned “TRS Certification Application.”

Filings can be sent by hand or messenger delivery, by electronic media, by commercial
overnight courier, or by first-class or overnight U.S. Postal Service mail (although we continue to
experience delays in receiving U.S. Postal Service mail). The Commission's contractor will receive
hand-delivered or messenger-delivered paper filings or electronic media for the Commission's Secretary
at 236 Massachusetts Avenue, NE, Suite 110, Washington, D.C. 20002. The filing hours at this location
are 8:00 am. to 7:00 pm. All hand deliveries must be held together with rubber bands or fasteners. Any
envelopes must be disposed of before entering the building. Commercial and electronic media sent by
overnight mail (other than U.S. Postal Service Express Mail and Priority Mail) must be sent to 9300 East
Hampton Drive, Capitol Heights, MD 20743. U.S. Postal Service first-class mail, Express Mail, and
Priority Mail should be addressed to 445 12" Street, SW, Washington, D.C. 20554. All filings must be
addressed to the Commission's Secretary, Marlene H. Dortch, Office of the Secretary, Federal
Communications Commission, 445 1% Street, SW, Room TW-B204, Washington, D.C. 20554.

SUMMARY OF STATE TRS PROGRAM CERTIFICATION TIMELINE:
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DATE ITEM FCC ACTION
October, 2007 Public Notices are issued indicating that Publie Notices are released seeking
applications have been received by the comment on the filing. Comments
Commission and seeking comment due within 30 days and then an
additional 15 days for reply
COmments.
September 2007 - May | Applications for TRS recertification are Deficiency letters are sent to
2008 reviewed for compliance with47 CF.R. §§ request additional information that
64.604 & 64.605. demonstrates compliance with the
mandatory minimurm reguirements.
May - July, 2008 Public Notices informing states that their Public Notice
applications for recertification have been
reviewed and certification has been renewed.

ADDITIONAL INFORMATION

A copy of this Public Notice and related documents are available for public inspection and
copying during regular business hours at the FCC Reference Information Center, Portals H, 445 12th
Street, SW., Suite CY-A257, Washington, D.C. 20554, (202) 418-0270. These documents also may be
purchased from the Commission’s duplicating contractor, Best Copy and Printing, Inc. (BCPI), Portals
11, 445 12th Street, SW., Room CY-B402, Washington, D.C. 20554. Custorners may contact BCPI at
their web site: www.bcpiweb.com or by calling 1-800-378-3160. Filings also may be found by
searching on the Commission's Electronic Comment Filing System (ECFS) at
http/fwww.fee.govicgb/ects (insert CG Docket No. 03-123 into the Proceeding block).

To request materials in accessible formats for people with disabilities (Braille, large print,
electronic files, audio format), send an e-mail to fce504(@fce.gov or call the Consumer and
Governmental Affairs Bureau at (202) 418-0530 (voice), (202) 418-0432 (TTY). This Public Notice
also can be downloaded in Word or Portable Document Format (PDF) at: http://www.fcc.gov/ceb/dro.

For further information regarding this Public Notice, please contact Diane Mason, Consumer &
Governmental Affairs Bureay, Disability Rights Office, at (202) 418-7126 (voice), (202) 418-7828

{TTY), or e-mail at Diane.Mason@fcc.gov.
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APPENDIX
RELEVANT RULES:

§64.604 MANDATORY MINIMUM STANDARDS'

The standards in this section are applicable December 18, 2000, except as siated in paragraphs {c}(2) and (c}7) of
this section.

(2) Operational standards—(1) Communications assistant (C4). (1) TRS providers are responsible for requiring that
all CAs be sufficiently trained to effectively meet the specialized communications needs of individuals with hearing
and speech disabilities.

(ii) CAs must have competent skills in typing, grammar, spelling, interpretation of typewritten ASL, and familiarity
with hearing and speech disability cultures, languages and etiquette. CAs must possess clear and articulate voice
communications,

(il) CAs must provide a typing speed of a minimum of 60 words per minute. Technological aids may be used to
reach the required typing speed. Providers must give oral-to-type tests of CA speed.

(iv) TRS providers are responsible for requiring that VRS CAs are qualified interpreters. A “qualified inlerpreter” is
able 1o interpret effectively, accurately, and impartiaily, both receptively and expressively, using any necessary
specialized vocabulary.

{(v) CAs answering and placing a TTY-based TRS or VRS call must stay with the call for a minimum of ten
minutes, CAs answering and placing an STS call must stay with the call for 2 minimum of fifteen minutes.

(vi) TRS providers must make best efforts to accommeodate a TRS user's requested CA gender when a call is
initiated and, if a transfer occurs, at the time the call is transferred to another CA.

{vii} TRS shall transrnit conversations between TTY and voice callers in real time.

(2} Confidentiality and conversation content. (i) Except as authorized by section 705 of the Communications Act,
4711.8.C. 605, CAs are prohibited from disclosing the content of any relayed conversation regardless of content,
and with a limited exception for STS CAs, from keeping records of the content of any conversation beyond the
duration of a call, even if to do so would be inconsistent with state or local law. STS CAs may retain information
{rom a particular call in order to facilitate the completion of consecutive calls, at the request of the user. The caller
may request the STS CA to retain such information, or the CA may ask the caller if he wants the CA to repeat the
samne information during subsequent calls. The CA. may retain the information only for as long as it takes to
complete the subsequent calls.

{ii) CAs are prohibited from intentionally altering a relayed conversation and, to the extent that it is not inconsistent
with federal, state or local law regarding use of telephone company facilities for illegal purposes, must relay all
conversation verbatim unless the relay user specifically requests summarization, or if the user requests interpretation
of an ASL call. An STS CA may facilitate the call of an STS user with a speech disability so long as the CA does
not interfere with the independence of the user, the user maintains control of the conversation, and the user does not
object. Appropriate measures must be taken by relay providers to ensure that confidentiality of VRS users is
maintained.

(3) Types of calls. (i) Consistent with the obligations of telecommunications carrier operators, CAs are prohibited
from refusing single or sequential calls or limiting the length of calls utilizing relay services.

(ii) Relay services shall be capable of handling any type of call normally provided by telecommunications carriers
unless the Commission determines that it is not technologically feasible to do s0. Relay service providers have the
burden of proving the infeasibility of handling any type of call.

(iif) Relay service providers are permitted to decline to complete a call because credit authorization is denjed.

(iv) Relay services shall be capable of handling pay-per-call calls.

! Note that some of these requirements have been waived for certain forms of TRS.
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{(v) TRS providers are required to provide the following types of TRS calis: (1) Text-to-voice and voice-to-lext; (2)
VCO, two-line VCO, VCO-to-TTY, and VCO-10-VCO; (3) HCO, two-line HCO, HCO-to-TTY, HCO-10-HCO.

(vi) TRS providers are required to provide the following features: (1) Call release functionality; (2) speed dialing
functionality; and (3) three-way calling functionality.

{vif) Voice mail and interactive menus. CAs must alert the TRS user to the presence of a recorded message and
interactive menu through a hot key on the CA's terminal. The hot key will send text from the CA to the consumers
TTY indicating that a recording or interactive menu has been encountered. Relay providers shall electronically
capture recorded messages and retain them for the length of the call. Relay providers may not impose any charges
for additional calls, which must be made by the relay user in order to compiete calls involving recorded or
interactive messages.

(viii) TRS providers shall provide, as TRS features, answering machine and voice mail retrieval,

(4} Handling of emergency calls Providers must use a system for incoming emergency calls that, at a minimum,
automatically and immediately transfers the caller to an appropriate Public Safety Answering Point (PSAP). An
appropriate PSAP is either a PSAP that the caller would have reached if he had dialed 911 directly, or a PSAP that
is capable of enabling the dispatch of emergency services to the caller in an expeditious manner.

(5) STS called rumbers. Relay providers must offer STS users the option to maintain at the relay center a list of
names and telephone numbers which the STS user calls. When the STS user requests one of these names, the CA
must repeat the name and state the telephone number to the STS user. This information must be transferred (o any
new STS provider.

(b) Technical standards—{(1) ASCI and Baudot. TRS shall be capable of communicating with ASCII and Baudot
format, at any speed generally in use.

(2) Speed of answer. (i) TRS providers shall ensure adequate TRS facility staffing to provide callers with efficient
access under projected calling volumes, so that the probability of a busy response due to CA unavailability shall be
finctionally equivalent to what a voice caller would experience in attempting to reach a party through the voice
telephone network.

(ii} TRS facilities shall, except during network failure, answer 85% of all calls within 10 seconds by any method
which results in the caller’s call immediately being placed, not put in a queue or on hold. The ten seconds begins at
the time the call is delivered to the TRS facility’s network. A TRS facility shall ensure that adequate network
facilities shall be used in conjunction with TRS so that under projected calling volume the probability of a busy
respense due to loop trunk congestion shall be functionally equivalent to what a voice caller would experience in
attempting to reach a party through the voice telephone network.

(A) The call is considered delivered when the TRS facility's equipment accepts the call from the local exchange
carrier (LEC) and the public switched network actually delivers the cal] to the TRS facility.

{B) Abandoned calls shall be included in the speed-of-answer calculation.
{C) A TRS provider's compliance with this rule shall be measured on a daily basis.
(D) The system shall be designed to a P.01 standard.

(E) A LEC shall provide the call attempt rates and the rates of calls blocked between the LEC and the TRS facility
to relay administrators and TRS providers upon request.

(iii) Speed of answer requirements for VRS providers are phased-in as follows: by January 1, 2006, VRS providers
must answer 80% of all calls within 180 seconds, measured on a monthly basis; by July 1, 2006, VRS providers
st answer 80% of all calls within 150 seconds, measured on a monthly basis; and by January 1, 2007, VRS
providers must answer 80% of all calls within 120 seconds, measured on a monthly basis. Abandoned calls shall be
included in the VRS speed of answer calculation.

(3) Equal access to interexchange carriers. TRS users shall have access 1o their chosen interexchange carrier
through the TRS, and to all other operator services, to the same extent that such access is provided to voice users.

(4) TRS facilities. (1} TRS shall operate every day, 24 hours a day. Relay services that are not mandated by this
Commission need not be provided every day, 24 hours a day, except VRS.
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(i) TRS shall have redundancy features functionally equivalent to the equipment in normal central offices, including
uninterruptible power for emergency use.

(5) Technology. No regulation set forth in this subpart i3 intended to discourage or impair the development of
improved technology that fosters the availabifity of telecommunications to persen with disabilities. TRS facilities
are permitted to use 57 technology or any other type of similar technology to enhance the functional equivalency
and quality of TRS. TRS facilities that utilize SS7 technology shall be subject to the Calling Party Telephone
Number rules set forth at 47 CFR 64.1600 ef seqg.

(6} Catler 1D When a TRS facility is able to transmit any calling party identifying information to the public
network, the TRS facility must pass through, to the called party, at least one of the following;: the number of the
TRS facility, 711, or the 10-digit number of the calling party.

(c) Functional standards-—(1) Consumer complaint logs (i) States and interstate providers must maintzin a log of
consumer complaints including all complaints about TRS in the state, whether filed with the TRS provider or the
State, and must retain the log unti] the next application for certification is granted. The log shall include, at a
minimum, the date the complaint was filed, the nature of the complaint, the date of resolution, and an explanation of
the resolution.

(ii} Beginning July 1, 2002, states and TRS providers shall submit summaries of logs indicating the number of
complaints received for the 12-month period ending May 31 to the Commission by July 1 of each year. Summaries
of logs submitted to the Commission on July 1, 2001 shall indicate the number of complaints received from the date
of OMB approval through May 31, 2001,

(2) Contact persons Beginning on June 30, 2000, State TRS Programs, interstate TRS providers, and TRS
providers that have state contracts must submit to the Commission a contact persen and/or office for TRS consumer
information and complaints about a certified State TRS Program's provision of intrastate TRS, or, as appropriate,
about the TRS provider’s service. This submission must include, at a minimum, the following:

(i) The name and address of the office that receives complaints, grievances, inquiries, and suggestions;
(i) Voice and TTY telephone nurmbers, fax number, e-mail address, and web address; and
(iii) The physical address to which correspondence should be sent.

(3) Public access to information Carriers, through publication in their directories, periodic billing inserts, placement
of TRS instructions in telephone directories, throngh directory assistance services, and incorporation of TTY
numbers in telephone directories, shall assure that callers in their service areas are aware of the availability and use
of all forms of TRS. Efforts to educate the public about TRS should extend to all segments of the public, including
individuals who are hard of hearing, speech disabled, and senior citizens as well as members of the general
population. In addition, each common carrier providing telephone voice transmission services shall conduct, not
later than Qctober 1, 2001, ongoing education and outreach programs that publicize the availability of 711 access to
TRS in a manner reasonably designed to reach the largest number of consumers possible.

{4) Rates. TRS users shall pay rates no greater than the rates paid for functionally equivalent voice communication
services with respect to such factors as the duration of the call, the time of day, and the distance from the point of
origination to the point of termination.

(5) Jurisdictional separation gf costs—(1) General Where appropriate, costs of providing TRS shall be separated in
accordance with the jurisdictional separation procedures and standards set forth in the Commission's regulations
adopted pursuant to section 410 of the Communications Act of 1934, as amended.

(i) Cost recovery. Costs caused by interstate TRS shall be recovered from all subscribers for every interstate
service, utilizing a shared-funding cost recovery mechanism. Except as noted in this paragraph, with respect to
VRS, costs caused by intrastate TRS shall be recovered from the intrastate jurisdiction. In a siate that has a certified
program under §64.603, the state agency providing TRS shall, through the state's regulatory agency, permit a
commion carrier to recover costs incurred in providing TRS by a method consistent with the requirements of this
section. Costs caused by the provision of interstate and intrastate VRS shall be recovered from all subscribers for
every interstate service, utilizing a shared-funding cost recovery mechanism.

(i) Telecommunications Relay Services Fund Effective July 26, 1993, an Interstate Cost Recovery Plan,
hereinafter referred to as the TRS Fund, shall be administered by an entity selected by the Commission
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(administrator). The initial administrator, for an interim period, will be the National Exchange Carrier Association,
Inc.

(A) Contributions. Every carrier providing interstate telecommunications services shall contribute to the TRS Fund
on the basis of interstate end-user telecommunications revennes as described herein. Contributions shall be made by
all carriers who provide interstate services, including, but not limited to, cellular telephone and paging, mobile mdio,
operator services, personal communications service (PCS), access (inciuding subscriber line charges), alternative
access and special access, packet-switched, WATS, 800, 900, message telephone service (MTS), private line, telex,
telegraph, video, satellite, intral ATA, international and resale services.

(B) Contribution computations. Contributors’ contribution to the TRS fund shall be the product of their subject
revenues for the prior calendar year and a contribution factor determined annually by the Commission. The
contribution factor shall be based on the ratio between expected TRS Fund expenses o intersiate end-user
ielecommunications revenues. In the event that contributions exceed TRS payments and administrative costs, the
contribution factor for the following year will be adjusted by an appropriate amount, taking into consideration
projected cost and usage changes. In the event that contributions are inadequate, the fund administrator may request
authority from the Commission to borrow funds commercially, with such debt secured by future years'
contributions. Each subject carrier must contribule at least $25 per year, Carriers whose annual contributions total
less than $1.200 must pay the entire contribution at the beginning of the contribution period. Service providers
whose contributions total 31,200 or more may divide their contributions into equal monthly payments. Carriers shall
complete and submit, and contributions shall be based on, a “Telecommunications Reporting Worksheet” (as
published by the Commission in the Federal Register). The worksheet shall be certified to by an officer of the
contributor, and subject to verification by the Comimission or the administrator at the discretion of the Commission.
Contributors' statements in the worksheet shall be subject to the provisions of section 220 of the Communications
Act of 1934, as amended. The fund administrator may bill contributors a separate assessment for reasonable
administrative expenses and interest resulting from improper filing or overdue contributions. The Chief of the
Consumer & Governmental Affairs Bureau may waive, reduce, modify or eliminate contributor reporting
requirements that prove unnecessary and require additional reporting requirements that the Bureau deems necessary
to the sound and efficient administration of the TRS Fund.

(C) Data collection from TRS Providers. TRS providers shall provide the administrator with true and adequate data
necessary to determine TRS fund revenue requirements and payments. TRS providers shall provide the
administrator with the following: total TRS minutes of use, total interstate TRS minutes of use, total TRS operating
expenses and total TRS investment in general accordance with part 32 of the Communications Act, and other
historical or projected information reasonably requested by the administrator for purposes of computing payments
and revenue requirements. The administrator and the Commission shall have the authority fo examine, verify ard
audit data received from TRS providers as necessary lo assure the accuracy and integrity of fund payments,

(D) [Reserved)

(E) Payments to TRS providers. TRS Fund payments shall be distributed to TRS providers based on formulas
approved or modified by the Commission. The administrator shall file schedules of payment formulas with the
Commission. Such formulas shall be designed to compensate TRS providers for reasonable costs of providing
interstate TRS, and shall be subject to Commission approval. Such formulas shall be based on total monthly
interstate TRS minufes of use. TRS minutes of use for purposes of interstate cost recovery under the TRS Fund are
defined as the minutes of use for completed interstate TRS calls placed through the TRS center beginning after call
set-up and concluding afier the last message call unit. In addition to the data required under paragraph (e)(S)EIYC)
of this section, all TRS providers, including providers who are not interexchange carriers, local exchange carriers, or
certified state relay providers, must submit reports of interstate TRS minutes of use to the administrator in order to
receive payments. The administrator shall establish procedures to verify payment claims, and may suspend or delay
payments to a TRS provider if the TRS provider fails to provide adequate verification of payment upon reasonable
request, or if directed by the Commission to do so. The TRS Fund administrator shall make payments only to
eligible TRS providers operating pursuart to the mandatory minimum standards as required in §64.604, and after
disbursements to the administrator for reasonable expenses incurred by it in connection with TRS Fund
administration. TRS providers receiving payments shall file a form prescribed by the administrator. The
administrator shall fashion a form that is consistent with parts 32 and 36 procedures reasonably tailored to meet the
needs of TRS providers. The Commission shall have authority to audit providers and have access to all daia,
including carrier specific data, collected by the fund administrator. The fund administrator shall have authority to

41



audit TRS providers reporting data to the administrator. The formulas should appropriately compensate interstate
providers for the provision of VRS, whether intrastate or interstate.

(F) TRS providers eligible for receiving payments from the TRS Fund are:
(1) TRS facilities operated under contract with and/or by certified state TRS programs pursuant to §64.605; or

(2) TRS facilities owned by or operated under contract with a common carrier providing intersiate services operated
pursuant o §64.604; or

(3) Interstale common carriers offering TRS pursuant to §64.604; or

() Video Relay Service (VRS) and Internet Protocol (IP) Relay providers certified by the Commission pursuant to
§64.605.

{(G) Any eligible TRS provider as defined in paragraph (c}5)Xiii){F) of this section shall notify the administrator of
its intent to participate in the TRS Fund thirty (30) days prior to submitting reports of TRS interstate minutes of use
in order to receive payment settlements for interstate TRS, and failure to file may exclude the TRS provider from
eligibility for the year,

(1) Administrator reporting, monitoring, and filing requirements, The administrator shall perform all filing and
reporting functions required in paragraphs (¢)(5)(i)(A) through (c)(S)(iiH}J) of this section. TRS payment formulas
and revenue requirements shall be filed with the Commission on May 1 of each year, to be effective the following
July 1. The administrator shall report annually to the Comrmission an itemization of monthly administrative costs
which shall consist of al} expenses, receipts, and payments associated with the administration of the TRS Fund. The
administrator is required to keep the TRS Fund separate from all other funds administered by the administrator,
shall file a cost allocation manual (CAM} and shall provide the Commission full access to all data collected pursuant
to the adrninistration of the TRS Fund. The administrator shall account for the financial ransactions of the TRS
Fund in accordance with generally accepted accounting principles for federal agencies and maintain the accounts of
the TRS Fund in accordance with the United States Government Standard General Ledger. When the administrator,
or any independent auditor hired by the administrator, conducts audits of providers of services under the TRS
program or contributors {o the TRS Fund, such audits shall be conducted in accordance with generally accepted
government auditing standards. In administering the TRS Fund, the administrator shall also comply with all relevant
and applicable federal financial management and reporting statutes, The administrator shall establish a non-paid
voluntary advisory committee of persons from the hearing and speech disability community, TRS users (voice and
text ielephone), interstate service providers, state representatives, and TRS providers, which will meet at reasonable
intervals (at least semi-annually) in order to monitor TRS cost recovery matters. Each group shall select its own
representative to the committee. The administrator's annual report shall include a discussion of the advisory
committee deliberations.

() Information filed with the administrator. The administrator shall keep all data obtained from contributors and
TRS providers confidential and shall not disclose such data in company-specific form unless directed to do so by the
Commission. Subject to any restrictions imposed by the Chief of the Consumer & Governmental Affairs Burean,
the TRS Fund administrator may share data obtained from carriers with the administrators of the universal support
mechanisms (See 47 CFR 54.701 of this chapter), the North American Numbering Plan administration cost
recovery (See 47 CFR 52.16 of this chapter), and the long-term local number portability cost recovery (See 47 CFR
52.32 of this chapter). The TRS Fund administrator shall keep confidential all data obtained from other
administrators. The administrator shall not use such data except for purposes of administering the TRS Fund,
calculating the regulatory fees of interstate common carriers, and aggregating such fee payments for submission to
the Commission. The Commission shall have access to all data reported to the administrator, and authority to audit
TRS providers. Contributors may make requests for Commission nondisciosure of company-specific revenue
information under §0.4359 of this chapter by so indicating on the Telecommunications Reporting Worksheet at the
time that the subject data are submitted. The Comimission shall make all decisions regarding nondisclosure of
company-specific information.

(1) The administrator’s performance and this plan shall be reviewed by the Commission after two years.

(K) All parties providing services or contributions or receiving payments under this section are subject to the
enforcement provisions specified in the Communications Act, the Americans with Disabilities Act, and the
Commission's mies.
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(6) Complaints—(i}y Referral of complaint. 1 a complaint to the Commission alleges a violation of this subpart with
respect to intrastate TRS within a state and certification of the program of such state under §64.605 is in effect, the
Commission shall refer such complaint to such state expeditiously.

(i) Intrastate complaints shall be resolved by the state within 180 days after the complaint is first filed with a state
entity, regardless of whether it is filed with the state relay administrator, a state PUC, the relay provider, or with any
other state entity.

(i} Jurisdiction of Commission. After referring a complaint to a state entity under paragraph (c)(6)(i) of this section,
or if a complaint is filed directly with a state entity, the Commission shall exercise jurisdiction over such complaint
only if:

(A) Final action under such state program has not been taken within:

{1} 180 days after the complaint is filed with such state entity; or

{2} A shorter period as prescribed by the regulations of such state; or

(B) The Commission determines that such state program is no longer qualified for certification under §64.605.

(iv) The Commission shall resolve within 180 days after the complaint is filed with the Commission any intersiate
TRS complaint alleging a violation of section 225 of the Act or any complaint involving intrastate relay services in
states without a certified program. The Commission shall resolve intrastate complaints over which it exercises
Jjurisdiction under paragraph {c){6)(1ii) of this section within 180 days.

(v) Complaint procedures. Complaints against TRS providers for alleged violations of this subpart may be either
informal or formal

(A) Infarmal complaints—{(1) Form. An informal complaint may be transmitted to the Consumer & Governmental
Affairs Bureau by any reasonable means, such as letter, facsimile transmission, telephone (voice/TRS/TTY),
Internet e-mail, or some other method that would best accommeodate a complainant's hearing or speech disability.

(2) Content. An informal complaint shall include the name and address of the complainant; the name and address of
the TRS provider against whom the complaint is made; a staternent of facts supporting the complainant's allegation
that the TRS provided it has violated or is violating section 225 of the Act and/or requirements under the
Comrnission's rules; the specific relief or satisfaction sought by the complainant; and the complainant’s preferred
format or method of response to the complaint by the Commission and the defendant TRS provider (such as letter,
facsimile transmission, telephone (voice/TRS/TTY?), Internet e-mail, or some other method that would best
accommaodate the complainant’s hearing or speech disability).

(3) Service; designation of agents. The Commission shall promptly forward any complaint meeting the
requirements of this subsection to the TRS provider named in the complaint. Such TRS provider shall be called
upon to satisfy or answer the complaint within the time specified by the Commission. Every TRS provider shall file
with the Comimnission a statement designating an agent or agents whose principal responsibility will be to receive all
complaints, inquiries, orders, decisions, and notices and other proncuncements forwarded by the Commission. Such
designation shall include a name or department designation, business address, telephone number (voice and TTY),
facsimile number and, if available, internet e-mail address.

(B) Review and disposition of informal complaints. (1) Where it appears from the TRS provider’s answer, or fiom
other communications with the parties, that an informal complaint has been satisfied, the Comunission may, in its
discretion, consider the matter closed without response to the complainant or defendant. In all other cases, the
Comimission shall inform the parties of its review and disposition of a complaint filed under this subpart. Where
practicable, this information shall be transmitied to the complainant and defendant in the manner requested by the
complainant (e.g,, letter, facsimile transmission, telephone (voice/TRS/TTY) or Internet e-mail.

(2) A complainant unsatisfied with the defendant's response to the informal complaint and the staffl’s decision to
terminate action on the informal complaint may file a formal complaint with the Commission pursuant to paragraph
(€)(6)(v){C) of this section.

(C) Formal complainis. A formal complaint shall be in writing, addressed to the Federal Communications
Commission, Enforcement Burean, Telecommunications Consumer Division, Washington, DC 20554 and shall
contain:
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(1) The name and address of the complainant,
(2) The name and address of the defendant against whom the complaint is made,

(3) A complete statement of the facts, including supporting data, where available, showing that such defendant did
or omitted o do anything in contravention of this subpart, and

{4) The relief sought.

(D) Amended complaints. An amended complaint setting forth transactions, occurrences or events which have
happened since the filing of the original complaint and which relate to the original cause of action may be filed with
the Commission.

(E) Number of copies. An original and two copies of all pleadings shall be filed.

(F) Service. (I') Except where a complaint is referred 10 a state pursuant to §64.604(c)}6)(i), or where a complaint is
filed directly with a state entity, the Commission will serve on the named party a copy of any complaint or amended
complaint filed with it, logether with a notice of the filing of the complaint. Such notice shall call upon the defendant
to satisfy or answer the complaint in writing within the time specified in said notice of complaint.

(2) All subsequent pleadings and briefs shall be served by the filing party on all other parties to the proceeding in
accordance with the requirements of §1.47 of this chapter. Proof of such service shali also be made in accordance
with the requirements of said section.

{G) Answers to complaints and amended complaints. Any party upon whom a copy of a complaint or amended
complaint is served under this subpart shall serve an answer within the time specified by the Commission in its
notice of complaint. The answer shall advise the parties and the Commission fully and completely of the nature of
the defense and shall respond specifically to all material allegations of the complaint. In cases involving allegations
of harm, the answer shall indicate what action has been taken or is proposed to be taken to stop the occurrence of
such harmn. Collateral or immaterial issues shall be avoided in answers and every effort should be made to narrow
the issues. Matters alleged as affirmative defenses shall be separately stated and numbered. Any defendant failing to
file and serve an answer within the fime and in the manner prescribed may be deemed in default.

() Replies to answers or amended answers. Within 10 days afler service of an answer or an amended answer, a
complainant may file and serve a reply which shall be responsive o matters contained in such answer or amended
answer and shall not contain new matter. Failure to reply will not be deemed an admission of any allegation
contained in such answer or amended answer.

() Defective pleadings. Any pleading filed in a complaint proceeding that is not in substantial conformity with the
requirements of the applicable rules in this subpart may be dismissed.

(7) Treatment of TRS customer information. Beginning on July 21, 2000, all future contracts between the TRS
administrator and the TRS vendor shall provide for the transfer of TRS customer profile data from the outgoing
TRS vendor to the incoming TRS vendor. Such data must be disclosed in usable form at least 60 days prior to the
provider's last day of service provision. Such data may not be used for any purpose other than to connect the TRS
user with the called parties desired by that TRS user. Such information shall not be sold, distributed, shared or
revealed in any other way by the relay center or its employees, unless compelled to do so by lawful order.

[65 FR 38436, June 21, 2000, as amended at 65 FR 54804, Sept. 11, 2000; 67 FR 13229, Mar. 21, 2002; 68 FR
50077, Aug. 25, 2003; 69 FR 5719, Feb. 6, 2004; 69 FR 53351, Sept. 1, 2004; 69 FR 55985, Sept. 17, 2004; 69 FR
57231, Sept. 24, 2004; 70 FR 51658, Aug 31, 2005; 70 FR 76215, Dec. 23, 2005]

§64.605 STATE CERTIFICATION.

(1) State documentation—(1) Certified state program. Any state, through its office of the governor or other
delepated executive office empowered to provide TRS, desiring to establish a state program under this section shal}
submit, not later than October 1, 1992, documentation to the Commission addressed to the Federal Communications
Commission, Chief, Consumer & Governmental Affairs Bureau, TRS Certification Program, Washington, DC
20554, and captioned “TRS State Certification Application.” All documentation shall be submitted in narrative
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form, shall clearly describe the state program for implementing intrastate TRS, and the procedures and remedies for
enforcing any requiremnents imposed by the state program. The Commission shall give public notice of states filing
for certification including notification in the Federal Register.

(2) VRS and IP Relay provider. Any entity desiring to provide VRS or IP Relay services, independent from any
certified state TRS program or any TRS provider otherwise eligible for compensation from the Interstate TRS Fund,
and to receive compensation from the Interstate TRS Fund, shall submit decumentation to the Commission
addressed to the Federal Communications Commission, Chief, Consumer & Governmental Affairs Bureau, TRS
Certification Program, Washington, DC 20554, and captioned “VRS and IP Relay Certification Application.” The
documentation shall include, in narrative form:

(i) A description of the forms of TRS to be provided (i e, VRS and/or IP Relay);

(ii) A description of how the provider will meet all non-waived mandatory minimum standards applicable to each
form of TRS offered,

(iif) A description of the provider's procedures for ensuring compliance with all applicable TRS rules;
(iv} A description of the provider's complaint procedures;

{v) A narrative describing any areas in which the provider’s service will differ from the applicable mandatory
minimum standards;

(vi) A narrative establishing that services that differ from the mandatory minimum standards do not violate
applicable mandatory minimum standards;

(vil) Demonstration of status as a common carrier; and

{viii) A statement that the provider will file annual compliance reports demonstrating continued compliance with
these rules.

(b) (1) Reguirements for state certification. After review of state docurnentation, the Commission shall certify, by
letter, or order, the state program if the Commission determines that the state certification documentation:

(i) Establishes that the state program meets or exceeds all operational, technical, and functional minimum standards
contained in §64.604;

(i) Establishes that the state program makes available adequate procedures and remedies for enforcing the
requirements of the state program, including that it makes available to TRS users informational materials on state
and Commission complaint procedures sufficient for users to know the proper procedures for filing complaints; and

(i1i) Where a state program exceeds the mandatory minimum standards contained in §64.604, the state establishes
that its program in no way conflicts with federal law.

{(2) Requirements for VRS and IP Relay Provider FCC Certification. After review of certification documentation,
the Commission shall certify, by Public Notice, that the VRS or IP Relay provider is eligible for compensation from
the Interstate TRS Fund if the Comimission determines that the certification documentation:

(i) Establishes that the provision of VRS and/or IP Relay will meet or exceed all non-waived operational, technical,
and functional minimum standards coniained in §64.604;

(ii) Establishes that the VRS and/or IP Relay provider makes available adequate procedures and remedies for
ensuring compliance with the requirements of this section and the mandatory minimum standards contained in
§64.604, including that it makes available for TRS users informational materials on complaint procedures sufficient
for users to know the proper procedures for filing complaints; and

(iif) Where the TRS service differs from the mandatory minimum standards contained in §64.604, the VRS and/or
IP Relay provider establishes that its service does not violate applicable mandatory minimum standards.

(€)(1) State certification period State certification shall remain in effect for five years. One year prior o expiration
of certification, a state may apply for renewal of its certification by filing documentation as prescribed by
paragraphs (a) and (b) of this section.

(2) VRS and IP Relay Provider FCC certification period Certification granted under this section shall remain in
effect for five years. A VRS or IP Relay provider may apply for renewal of its certification by filing documentation
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with the Commission, at least 90 days prior to expiration of certification, comaining the information described in
paragraph (a}(2) of this section,

(&) Method of funding Except as provided in §64.604, the Commission shall not refuse fo certify a state program
based solely on the method such state will implement for funding intrastate TRS, but funding mechanisms, if
labeled, shall be labeled in a manner that promote national understanding of TRS and do not offend the public.

(eX(1) Suspension or revocation of state certification. The Commission may suspend or revoke such certification if,
after notice and opportunity for hearing, the Commission determines that such certification is no longer warranted.
in a siate whose program has been suspended or revoked, the Commission shall take such steps as may be
necessary, consistent with this subpart, to ensure continuity of TRS. The Commission may, on its own motion,
require a certified state program to submit documentation demonstrating ongoing compliance with the
Commission's minimum standards if, for example, the Commission receives evidence that a state prograrm may not
be in compliance with the minimurm standards.

(2) Suspension or revocation of VRS and IP Relay Provider FCC certification. The Commission may suspend or
revoke the certification of a VRS or IP Relay provider if, after notice and opportumity for hearing, the Commission
determines that such certification is no longer warranted. The Commission may, on its own motion, require a
certified VRS or IP Relay provider to submit documentation demonstrating ongoing compliance with the
Commission's minimium standards if, for example, the Comenission receives evidence that a certified VRS or IP
Relay provider may not be in compliance with the minimum standards.

() Notification of substantive change. (1) States must notify the Cornmission of substantive changes in their TRS
programs within 60 days of when they oceur, and must certify that the state TRS program continues to meet federal
minimum standards after implementing the substantive change,

{2) VRS and IP Relay providers certified under this section must notify the Commission of substantive changes in
their TRS programs, services, and features within 60 days of when such changes occur, and must certify that the
interstate TRS provider continues to meet federal minimum standards after implementing the substantive change.

(£) VRS and IP Relay providers certified under this section shall file with the Cornmission, on an annual basis, a
report providing evidence that they are in compliance with §64.604.

[70 FR 76215, Dec. 23, 2005]
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Appendix B: Sprint TRS, STS, CapTel, and VRS Training Outlines

Sprint TRS Training Outline

Module 1 Orientation

Objectives
Welcome & History
Future of Sprint
What is Relay?

CA Training

Call Flow Chart

L B B B

Modute 2 Phone Image

& Objeclives

Introduction

Communicating Information
Using Conversational Tone
Managing Dissatisfied Customers

F B B B

Module 3A Overview of System and Equipment
Objectives

Logging In

Logging Out

Screen Display

Checking for Understanding
Headsels

Modem

Ermor Comrection

Keyboard

Last Typed Macro Feature
English Macros

Spanish Macros

Telephony Terms

FPE PP EERREPR

Module 3B Interactive Terminals

&  Knowing Your TTY

# Closing a Conversation

4  Typing Background Noises




Module 3¢ Overview of System and Equipment {(FRS Only)
& Malfunctions
+ Relay Procedures
&  Confidentiglity
+  Stalistics
+  Handling Obscene Calls
+ Requesling a Supervisor
& Reporting
+ Macros
Module 4A Call Processing Procedures
& Objeclives
+ Your Rolg as CA
+ Call Processing for All States
Module 4B Desfinations of Traffic
+ Destinations not Allowed
4 Infralata Competition
% State Differences
Module 4C Answering Machines and Audiotext
4+ Record Fealure
+ Voice Answering Machine
+ Voice to TTY Answering Machine
& Information Line
+  Audiotext
4  Voice Mall
+ Pagers/Beepers (TTY-Voaice)
+ Pagers/Beepers (Voice - TTY)
+ \arations
+  Answering Machine Retrieval
Module 4D Voice Originated Calls

& Local Call Description

Toll Free and Paid

Paid over Sprint Network
Paid over Allernate Carrier
Variations

¥ bk b b
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Module 4E

Long Distance Calling
FONeard

LEC Card
Optional Cards
Pre-Paid Cards
Collect

Third Party
immediate Credit

P PP PEP

Module 4F

VCO and HCO

Voice Cany Over (VCO)
Inbound VCO Branding
Busy Line

No Answer

Two-Line VCO

Hearing Carry Over (HCO)
Non-Branded HCO
Branded HCO

L0 B N I B

Module 4G

Alternate Call Types
VCO o VCO
VCOtoTTY
TTY 1o VCO
HCO to HCO
HCOtoTTY
TTY to HCO

O I B B

Module 4H

Customer Database

Customer Database Feature
Customer Notes Window
UCR Main Menu

Name Submenu

COC Submenu

interl.ata COC

IntralLata COC

Billing Method Window
Bifing Options

Numbers Submenu
Emergency Numbers
Frequently Dialed Numbers (FD)
Blocked Numbers
Customer Notes

L I I N I R S B B
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Moduie 4H

Customer Database

E B N I B

Preferences
Answer Type
Language Type
Quidial Restrictions
Macros

Last Number Redial

Module 4

Varations

P PP FEEEFPREEPPPPPEPEREER PP RPRERERREPR PP PR

Busy Signals

Poor Connection

No Answer

Request for information
Speech impaired

Pacing Voice Customer
Profanity towards CA
Request for Mor F CA
CA Knows Customer
Suicide

Abuse

Megat Calis

Sensitive Topics
Redialing

Switchboards

Young Children

inbound ASCI
Repeating Information
Request for Relay Number
Restricted Calls

ASCH on Gutbound Line
Regional BOO

Two Calling From Numbers
LEC Service Office
Bouble Lelters

Call Waiting

Conference Calls
Three-Way Calling
Changing CAs

800 Number Referral
Hard-of-Hearing Customer
Cali Backs for TTYs
Mutltiple Calls
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Module 4|

Variations

Call Modification

Holding

Altemate L anguage

Typing in Parenthesis
Product Information

Spanish Calls

Voice Customer Mangs Up
Variable Time Stamp

TTY Customer Hangs Up
Conversation being Recorded
Prompling Voice for "GA"
Non-Standard TTY Capability
Intemet Characters

TTY does not type "GA”"
Cellutar Long Distance Calls
Party Line Calls

P EPREDPPEREFEEBPSSRD

Module 5

Emergency Call Processing
4 Emengency Calis

%  Non-Emergency Cails

& Emengency Incident Form

Modute 6A

Performance and Procedures
Performance Measurement Plan
Quatity Customer Service
Commitment

Personal Effectiveness
Assessment Survey and Replay
Emergency Procedures
Emergency Assistance Form
Checking for Understanding

B PR EE R

Module 6B

Heaithy Relay

infroduction

Analogy

Stretching Exercises

CA Reinforcement
Ergonomic Review
Setting up Workstation
GUAM - Get up and move

r kP B PP

Module 6B

Healthy Relay

+ Emonomic Relief

%  Slowing the Customer
# Overtime Relaxation
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Module 7A

Responding Positively

PE R R P E PRSP

Stress Management
Thoughts and Feelings
Relaxing Emotionally

Thinking Powerfully

Exercise

Nutrition
Relaxation/Meditation

Energy Resource Assessment
Suggested Reading

Leader's Notes

Module 7B

Heailthy Detachment

%

EL I

Interactive Communication
TDD Commumnication
Patential Siressors
Detaching

Module 8

Assessing Performance

E I B I

Assessment Process
Coaching

Feedback

PassFail Guidelines
Role Plays

Module 9

Supervisor as Trainer and Coach

P kPRSP

Introduction

Objectives

Being & Coach/Trainer

An Aduit Leamer

Giving Effective Instruction
Feedback
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Module 10

A Healthy Approach to Relay
Leaming Continuum

Aduit Education

Dale’s Cone of Experience
Elements of Lesson Design
Preparation for Training
Wam Ups

Voice Inflection

Handling Interruptions

Prep for Final

Hearing Thru (TDD - Voice)
Hearing Thru (Voice - TDD)
Veice Thru (TDD - Voice)
Voice Thru (Voice - TDD)
Audiotext

Information Lines

Business Answering Machines
Residential Answering Machines
Beepers

Spanish Answering Machine
TTY Answering Machine

P b+ EEEFEEEIEPEPERENR

23



Speech-to-Speech Training Outiine

Oneia on
& Objeclives What is Speech to Speech
#  Welcome & Introductions Differences from Relay
& Description Agent Training
% History
Module 2 Speech to Speech Customers
% Objectives Varying Speech Pattems
& Introduction Voice Synthesizers
& Phone Image Types of Calls o
+  Characteristics of Speech to Speech ;Lansparency & Confidentiality
Customers rases
+ Breaking the Sterectypes
Module 3 Attributes of STS CAs
% Objeclives Caller Control
Patience Sensiivity and Understanding

L3
+ Concenirafion
& Listening Skills

Module 4A  Call Processing Procedures

* Objectives

% YourRole as CA

+ Biling

# Directory Assistance
4+ Changing CAs

Module 4B Answering Machines and Audiotext
* Answering Machines

SA to SD Answering Machine

Busy/Disconnects

Audiotext Message

Pagers/Beepers

L B ]

Module 4C  Emergency Call Processing
& Emergency Services
& EM Numbers
* Emergency Incident Form



Module 4D

Variations
Outbound o Relay
Personal Conversalions

LA B B O A

Operator Calls

Talking on iHold

Keeping the Customer Informed
Differentiating STS and Relay
QOutdizaling to STS

Using GA

Spelling
Announcement

900 Calls

Request to Hold

SD to SD through STS
Non STS Calls
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Sprint CapTel Training Outline

1.0

Training Summary Outline

1.1

1.2

1.3

14

1.5

1.6

Introduction/Tour

Introductions. Lead frainer, training assistant, Call Center director, and other administrative
personne! that may be involved in the first day of fraining. Prospective CAs are given a
tour of the building and the faciliies. Each individual is given a security passkey and
shown how to use it The CTI building is a secured facility and the passkey is needed to
enter the parking lot after normal business hours, enter the building and gain access fo the
Call Center floor by stairway or elevator,

Human Resources Overview

The Human Resource coonrdinator meets with each group to go over required employment
paperwork for the State of Wisconsin, Call Center policies, non-disclosure agreement,
confidentiality requirements, expected standards that must be met fo pass out of training,
and current scheduling needs.

Videos

Several videos are shown fo better demonstrate the job of a CA and how the technology
warks and how it provides improved communication for our clients. After each video,
questions are answered or clarified as needed.

Mini Demonstration CapTel Phone

A brief explanation of the CapTel phone and the captioning system is given including
commoniy used terminology when refeming to each party involved in a call. Each frainee is
then able to place a short call to experience using the CapTel phone. This helps
individuals to befter understand what we are asking them fo provide our clients and what
the client experiences

Introduction - Developing a Personal Voice Profile

Developing a personal voice profile is the most important step to successfully process
CapTel calls. CAs are given specific instruction as fo how to speak, how fo sit, and how fo
utilize the computer and headset to gain optimal accuracy.

Infroduction - Training Program

The CapTeltraining program allows individuals to listen to various pre-recorded scripts and
‘re-voice” what they hear directly into the recognition program. Individuals are coached to
focus on developing the proper re-voicing technique. This simulates the conversation or
voice of the hearing person and having to repeat those words fo the computer accurately.
Through the progression of various fraining scripts CAs work to improve their speed of
speech while maintaining accurate pronunciation of words based on each script.
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20

1.7

1.8

19

1.10

111

Introduction - Cail Handling Tools
Macros are utilized fo aid in the speed and accuracy of calls. CAs listen to pre-recorded
scripts that consist mainly of macro type words and leam to utilize the macros accordingly.

Introduction - Call Handling Skills ~Pacing a Conversation
CAs are introduced to further call handling skills that allow them fo pace various calls in
order to provide accurate captions.

Introduction - Call Handling Skills ~ Inserting Words

CapTel frains its CAs fo insert particular words that the Voice Recognition is not able to
caption successiully or in a consistent manner. These words include such things as
peopie’s names and regional cifies and towns.

Introduction — How to Handle Various Recordings

CAs are infroduced to various types of calls and how to handle each. The importance of
verbatim transcription, confidentiality, accuracy and speed are reviewed. CAs view a
demonstration by the fraining assistant, and then each CA is assigned scripts relating to
answering machines and automated recordings.

Introduction & Demo of CapTel Conversation

Each frainee observes each end of the “telephone call’, (CA, CapTel user, hearing
person). Each CA assists in making “live” calls to other trainees. This encourages each
CA to abserve and experience what our clients experience on every call. It also allows the
CA who s captioning an opportunity to practice their leamed techniques on more realistic,
true to life calls.

Introduction to Call Simulation

Live call simulation allows CAs to gain exposure {o real incoming calls landing on the production
floor, however they do not interfere with the quality of captions going to the CapTel user New
CAs are paired with experienced CAs on the production floor to abserve and listen fo live calls.

21

22

23

24

Call Simulation-Timings

CAs are placed info a rotation of call simulation and receive their first official timing for
speed and accuracy baseline timings provide a progress report for each CA and develop a
list of improvement areas. This measures the quality and accuracy of re-voicing

Review of Baseline Timings

Training Scripts are assigned to the group. One at a time, each CA meets with the trainer
to review their baseline timings. Feedback and review of standards and expectation are
given.

Introduction fo Correction Tool
The correction tool is infroduced to provide CAs with another opportunity to provide the
highest quality capfions

Review Training Elements
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CAs meet as a group with the trainer to review the various elements that enable them lo
provide the quality of captions we expect from each CA.

3.0 Monthly Timing Policy
CTrs monthly fiming policy is reviewed with all CAs. The importance of successfully passing
these timings is emphasized

3.1 Call Simulation-Timings
CAs are placed into a rotation of call simulation and receive an official timing. This second
timing is a base-line iming in which re-voicing accuracy and call handling skills along with
the ability to correct emrors are evaluated. Each CA is unaware of when the timing wil
occur.

40 Production Floor Orientation
Curmrent supervisors meet with the group of CAs to go over specific Call Floor procedures,
expectations, break adherence, time clock, lockers, emergency plans, and point of contact
individuals for questions and assistance.

CAs continue to progress onto the production floor and practice in the training room as needed. CAs are

timed each day and progress is reviewed until a CA meets the expected standards or it is determined the
individual is not suited for the position. Action is faken as necessary.
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Video Relay Service Training Outline and Qualifications

All Sprint VRS interpreters are qualified and will adhere to the Registry of Interpreters for the Deaf (RID)
Code of Ethics. The VRS interpreter qualifications are listed below:

*® & & © & & & &

Certified by the NAD at levels i, IV, or V or certified by RID as IC/TC, Cl, CSC, LSC or MSC or
demonstrated State equivalent. (Note: In rare instances, Vis may process Sprint VRS calls prior
to certification based on qualifications and interpreting skills).

Possess English language skills at a college level.

Observe strict confidentiality guidelines using RID's Cade of Ethics.

Function in a totally transparent mode.

Possess sfrong receptive and voicing skills.

Possess sensitivity fo the needs of the Deaf, Hard of Hearing and hearing parties

Have a wide range of experience working in the deaf Community utilizing ASL, PSE and Signed
English Community utilizing ASL, PSE and Signed English communication modes in social,
economic, and educational seltings.

Possess interpreting experience for persons who have minimal language skifls.

Possess computer literacy, including familianity with current Windows operation system, and be
able to operate computer and video equipment.

Exhibit superior customer service skills.

Posses the skill to conduct video interpretation sessions with a wide range of individuals.

Have a good command of English grammar and composition.

Possess clear and articulate voice communications.

Be familiar with speech and disability cultures, languages, and efiquette.

Possess the ability to work under pressure.

Be capable of working in a mulfi-tasked environment

Have the skill to conduct telephone conversations with a wide range of individuals.

Be a citizen of the U S. or an alien who has been lawfully admitted for permanent residence as
evidenced by the INS Permanent Resident Card (INS Form 1-551).

Successfully completed, as a minimum, training to include deaf culture, American Sign
Language, sensitivity to the capabililies and needs of people with speech impaiments, the VI's
role in the relay process, and fraining in interpersonal skills to handle difficult or stressful
conversations.

Beginning college level skills in English grammar and diction.
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Appendix C: TRS Pledge of Confidentiality

RELAY CENTER CODE OF ETHICAL BEHAVIOR

AS PART OF THE RELAY SERVICES CRGAHNIZATION, ALL EMPLOYEES, CONTRACTOR S AND VIS
TORS AREBOUND TOTHELAW 5 OF THE STATE AND THE FOLLOW ING GUIDELINES:

1. ALL TELECOMMUHICATION S RELAY SERVICE CALL RELATED INFORMATION IS TO BE
STRICTLY CONFDENTIAL. Theemployes, cont gctor or vis itor shall notrevesl sny inform stion
smuired during or chsening & retsy csil. Any calireisted questicns or pmblems Brea & b dis cus sed
with mansgement

NOTHIRG IS TOBE EDITED OR OMITTED FROMTHE CONTENTOF THE CORVERSATICN OR

THESPIRITOF THE SPEAKER The employees hall bans mitexactlywhatis s aid inthe wayihstitis

intended in the languege ofthe cusiomer's choioe.

3. HOTHING IS TO BE ADDED OR INTERGECTED INTO THECOR TENT OF THE CONVERSATION OR
THESPIRITOF THE 5PEAKER  Thz employes shall not advise. couns el or inErjectpers anzl
wpinigns . svenswhen asked i do s 0 bythe cons umer

4. TO ASSURE MAXIMU M USER CONTROL. THE EMPLOYEE W ILL BE FLEXIBLE IN ADAFPTING TO
THECONSUMER'S NEED &.

5. EMPLOYEESWILLSTRIVE TO FURTHER CCMPETENCY IN SKILLSAND KNOWLEDGE
THROUGH CONTINUED TRANING. WORKSHCRS. AND READING OF CURRENTLITERATURE IN
THE FIELD

i

[ heve read end unders iand the Relsy Center Code of Ethical Behavinr {agres 1o comply with hs Ceds
and any spplicable Steate Bnd Federst lows pertaining to Telecom munications Reky Servioes and
undsrsend thetfailuretodo so will lzad o companydis ciplinery action fiat mayres ult in my termination
end crism n 8l pros ecution

EMPLOYEE/ICONTRACTORMVISITOR SIGNATURE DATE

MARAGER/SUPERVISOR SIGNATURE DATE
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CapTel CA Pledge of Confidentiality

Confidentiality Policy

I will not disclose to any individual (outside of a member of the CapTel management staff) the identity of
any caller or information I may learn about a caller (including names, phone numbers, locations, etc.) on any
CapTel call.

1 will not act upon any information received while processing a CapTel call.

F'will not disclose to anyone the names, schedules, or personal information of any fellow worker at CapTel
Inc.

I'will not share any information about CapTe! calls with anyone except a member of the CapTel Inc.
management staff in order to investigate complaints, technical issues, etc.

I will continue to hold in confidence all information related fo the work and calls I have performed while at
CapTel Inc. after my employment ends.

I will never reveal my Captionist ID number in conjunction with my name unless asked by a member of the
CuapTel Inc. management staff,

I will not share with anyone any technical aspect of my position at CapTel Inc. unless asked by a member of
the CapTel Inc. management staff.

I will not talk about consumers or call content with any fellow Captionists.
I will not listen to or get involved in calls taken by fellow Captionists.

I have read the above Confidentiality Policy and understand a breach of confidentiality will result in disciplinary action
up to and including termination of employment at CapTe! Inc. 1 recognize the serious and confidential nature of my
position and therefore promise to abide by these guidelines.

Employee Name Date
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Appendix D: E 911 Call Procedure

Sprint uses a system for incoming emergency calls that automatically and immediately fransfers the relay
user to the nearest Public Safety Answering Point (PSAP). Sprint considers an emergency call to be one
in which the user of the relay service indicates they need the police, fire depariment, paramedics, or
ambulance. The following steps will be taken to connect the calier to the correct PSAP:

« The CA, when fold by a TTY/ASCII user {non-voice) that an emergency exists, will hit a “hot
key".

» The CA’s terminal sends a query fo the E911 database containing the caller’s geographic area
ANI

» The database responds with the telephone number of the PSAP that covers the geographic
source of the call, and then, automatically dials the PSAP number, and automatically passes
the caller's ANI to the E911 service center.

The CA remains on the line unfil emergency personnel amve on the scene unless previously released by
the cailer. The CA also verbally passes the calier's ANI onto the E911 center operator. If the inbound relay
caller disconnects prior to reaching E911, the CA will stay on the line to verbally provide the caller's AN fo
the E911 center aperator.

When a CapTel user dials 9-1-1, Sprint wili route the call directly to the most appropriate PSAP. The 911
PSAP center will receive the callers Automated Number Identificaion and Automated Locator
Identification. If the call is disconnected, the 911 center will call the CapTel user back.

If a CapTel user had only one line connected to their CapTel phone, captions will not be engaged on the
call. A prompt on the phone will instruct the CapTel user how to communicate with the 9-1-1 center to
request Voice-Carry-Over communications fo begin. The PSAP would be engaged in typing directly to the
user, and the user would be able to speak to the 911 dispalcher
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Appendix E Sprint Carrier of Choice Letter of {nvitation

Sprint

{date)
(name)

(Company name)
(address)
(telephone)

(fax)

{(e-mail address)

Re:  (Customer’s name and phone number — requested LEC for
COC)

Thank you for your interest to complete (Company Name) Long Distance calls with Sprint
Telecommunications Relay Service (TRS). As the default Toll carrier for processing relay calls in
more than thirty-two states (32), Sprint currently transports the traffic of customers who have
selected you as their Toll carrier. However, many of your customers would prefer to use
{Company Name) LD for their toll calls. At present, Sprint TRS is unable to send the toll calis
from the regional centers or state access tandem to your network. Hence, this letter is being
written to make you aware of a potential service-impacting issue regarding TRS calls and
measures your company can take to ensure your customers’ toll calls are completed through TRS.

The Americans with Disabilities Act of 1990 mandate TRS, and TRS standards are established
and are monitored by the Federal Communications Commission (FCC). TRS is a service that
links telephone conversations between standard (voice) telephone users and people who are deaf,
hard of hearing, deaf-blind, or speech disabled using Text Telephone (TTY) equipment. The
State Public Utilities Commission manages the day-to-day operations of TRS and has contracted
with Sprint Corporation to provide relay service in their states.

Both, the Americans with Disabilities Act of 1990 and FCC’s Order 00-56 on TRS mandate that
all states provide TRS and that TRS users shall have equal access to their chosen interexchange
carrier and to all other operator services, to the same extent that such access is provided to voice
users. In order to provide this access fo your customers, your company is encouraged to submit a
letter of authorization to accept TRS calls from Sprint.

Attachment A lists the facility-based providers who currently participate at Sprint TRS Carrier of
Choice program. If your company (or your facility based provider) is not currently listed, please
review the following and determine the appropriate follow-up action needed to be taken:
Facility-based provider
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1. If you are a participating member at Sprint Carrier of Choice program, please
disregard.

2. If you are not a participating member at Sprint Carrier of Choice program, you need
1o establish a network presence at the regional cenlers or state access tandem and
accept calls from Sprint through the industry method of SS7 trunking and TRS billing
codes of Info Digit Pair 60, 66, and 67 (see below).

Non-facility based provider

If your underlying toll carrier is a participating member at Sprint Carrier of Choice program,
Sprint can implement the IXC brand name and pass the tol call information to the underlying
carrier’s CIC code. Please submit a letter of authorization that would advise Sprint to
implement the carrier brand name and to send the toll call information to its underlying toll
carrier.

1. If your underlying toll carrier is not a participating member at Sprint Carrier
of Choice program, you will need to work with your underlying toll carrier to establish
a network presence at the regional centers or state access tandem and accept calls from
Sprint through the industry method of SS7 trunking and TRS billing codes of Info
Digit Pair 60, 66, and 67 (see below).

Before you submit a letter of authorization to Sprint TRS, please consider the following four
factors:

Your CIC codes or your underlying toll carrier CKC codes associated with 1+, 0+, and 0- and
International dialing must be loaded into the regional (and/or state) access tandems.

1. You or your underlying toll carrier will need to support SS7 tandem
interconnection.

2. You or your underlying toll carrier will need to ensure that your translation tables are
updated in order fo appropriately receive, rate, and bill Sprint calls per Bellcore
industry standards. Sprint calls are designated as ANI II Digit Pair 60, 66, and 67.

3. If you utilize more than one underlying toll carrier o carry the toll traffic, select a
single toll carrier that will accept Sprint traffic.

Note: For detailed information regarding access tandem interconnection and carrier of
choice provisioning through Sprint, please refer to ATIS/NIIF-008, the
“Telecommumications Relay service — Technical Needs” document.

Attachment B lists Access Tandem Interconnection locations which Sprint TRS is connected with.
The best way to provide access to your Toll network through relay service for your customers is
to designate the 13 Sprint Regional TRS center/Access Tandem combinations as the points at
which Sprint will hand off Toll relay service traffic to you. In this manner, any relay caller that
wishes to use your services may be efficiently, and with minimal time delay, routed to your
network. Should you not have a presence at one or more of the Sprint regional center/access
tandem combinations, the traffic may be handed off at one of the regional center’s access tandem.
Attachment C is a sample letter of authorization. Once Sprint receives your written request to
participate in the Sprint TRS Carrier of Choice program, Sprint will schedule translation updates
in the next available release (usually 45 to 90 days). Information obtained from the carriers
will be used solely for the purpose of providing equal access for (Company Name) LD
customers and shall be held proprietary.
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Sprint welcomes your company's participation in our TRS Carrier of Choice program at no cost
to you if your company has network presence at any of our listed regional center/state access
tandem locations. Your participation at the Sprint Carrier of Choice program will create a win-
win situation for our customers. Through Sprint, as the relay provider, customers will be able to
enjoy uninterrupted service and your company will be able to generate additional revenue.

Thank you for your prompt attention to this matter. If you have any questions concerning with the
letter, please do not hesitate to call {(Account Manager) at (phone number) or email at (e-mail
address).

Sincerely Yours,

(your name)

CC: Michael Fingerhut, Federal Reguiatory, Sprint

Angela Officer, Program Manager, Sprint
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Attachment A

Current participating members (facility-based providers) at Sprint TRS Carrier of Choice:

Entity CIC Code
AT&T Communications 0288

Bell South Long Distance 0377
Bestline 0302

Birch Telecom 0678
Broadwing Communications 0948
Broadwing Telecommunications 0071

Cox Communications 6269

Excel Telecommunications, Inc. 0752
Global Crossings Telecommunications 0444
MCiWorldCom 0222
Mcl.eod USA 0725
Qwest Communications 0432

SBC Communications Long Distance 5792
Souris River Telecommunications 0770

Sprint 0333
Telecomm*USA (MCIWorldCom) 0220, 0321, 0835, 0987
Touch America Services, Inc. 0244

U.S. Link 0355
VarTec dba Clear Choice Communications 0636
VarTec Telecom, Inc. (465, 0638, 0811, 0899, 5111
Verizon Long Distance 5483
Winstar 0643
Working Assets 0649
WorldCom 0555, 0987
WorldXChange 0502, 0834

Updated: 8/12/07
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Attachment B

Access Tandem Interconnection Locations

State Access Tandem Tandem CLLI Tandem LEC
Missouri Kansas City KSCYMOS5503T SBC
Texas Ft Worth FTWOTXEDO3T SBC
North Carolina Charlotte CHRLNCCAOST BeH South
South Carolina Charleston CHTNSCDT60T Bell South
New York Syracuse SYRCNYSUS0T Verizon
Ohio Dayton DYTNOHZ225GT Ameritech
South Dakota Sioux Falls SXFLSDCO09T Qwest
North Dakota Bismarck BSMRNDBC12T Qwest
Arkansas Little Rock LTREKARFRO2T Scuthwestern Bel
Florida Miami NDADFLGGOIT Bell South
California Sacramento SCRMCAOQ103T Verizon / Pac Bel
Colorado Denver DNVRCOMAQ2T Qwest
1llinois Chicago CHCGILNESOT Ameritech
Minnesota Owatonna OWTNMNOWI2T Qwest
Wyoming Cheyenne CHYNWYMAO3T Qwest

Updated: 8/12/07
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Attachment C

S A M P L E Letter of Authorization

<DATE>
<Narne>, Account Manager
<Street]> <Street2>

<City>, <State> <Zip Code>
FAX: <Fax.No.>»

This letter of authorization has been issued to give Sprint TRS permission to send < Toll Carrier Company
Name > toll traffic associated with I+, 0+, and 0- and International dialing through Sprint TRS at the <

Regional COC Tandems >.

1. Regional COC Tandems

You will need to provide Sprint with the following:

Toll Carrier: < insert name>

CIC Code: <insert CIC)

Underlying Toll Carrier: <insert name>

Underlying Carrier CIC Code: <insert CiC>

Choose Tandem Below

State Access Tandem Fandem CLLI Tandem LEC
Missouri Kansas City KSCYMO5503T SBC
Texas Ft Worth FTWOTXEDO3T SBC
North Carolina Charlotte CHRI.NCCADST Bell South
South Carolina Charleston CHTNSCDT6OT Bell South
New York Syracuse SYRCNYSUSOT Verizon
Ohio Dayton DYTNOH225GT Ameritech
South Dakota Sioux Falls SXFLSDCO09T Qwest
North Dakota Bismarck BSMRNDBCI2T Qwest
Arkansas Little Rock LTRKARFRO2T Southwestern Bel
Florida Miami NDADFLGGOIT Bell South
California Sacramento SCRMCAO0103T Verizon / Pac Bel
Colorado Denver DNVRCOMAOZT Qwest
Ilinois Chicagp CHCGILNES0T Ameritech
Minnesota Owatonna OWTNMNOWI2T Qwest
Wyoming Cheyenne CHYNWYMAO3T Qwest

Updated 8/12/067

68




1. Call Type Resirictions

< Toll Carrier Brand Name > will accept any intrastate, international and operator services call types that
will be routed to the < tandern location(s) > tandems.

OR
< Toli Carrier Brand Name > will accept any (specify intrastate, interstate, international, and operator
services) call fypes except for (specify what call types and restrictions) that should not be routed to the <

tandem location > tandems.

If there are any questions regarding this letter of authorization, please contact < Name >, < Job Title >, <
Department Name > at XXX-XXX-XXXX.

Sincerely, <Name >< Job Title >, < Department Name >
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Appendix F: Sprint Route Outage Prevention Programs
Call Before You Dig Program

This program uses a nationwide 800 number interfinked with all local/state government utility
agencies as well as contractors, rail carriers, and major ufifities. Sprint currently receives in excess
of 60,000 calls per month for location assistance over the 23,000-mile fiber network.

Awareness Program

This Sprint program proactively contacts local contractors, builders, property owners, county/city
adminisfrators, and utility companies to educate them on Sprint’'s cable locations and how each
can help eliminate cable outages.

Route Surveillance Program

This is a Network Operations department program using Sprint employees to drive specific routes
{usually 120 miles) and visually inspect the fiber cable routes. This activity is performed an average
of 11.6 times per month or approximately once every 2-3 days.

Technician Program

Technicians are stationed at strategic locations and cover an area averaging 60 route miles. Each
technician has emergency restoration material to repair fiber cuts on a temporary basis. Other
operations forces within a nominal time frame accomplish total repair.

Fiber/Switch Trending Program

This includes a weekly summary of equipment failure events highlighting bit error rate (BER) and
cable aflenuation. As a result, Sprint identifies potential equipment problems and monitors
performance degradation to establish equipment-aging profiles for scheduled repair, replacement,
or elimination. Aging profiles are computer-stored representations of the characteristics of a fiber
splice. The profile is sfored at the time the splice is accepted and put into service. A comparison of
the original profile and current profile are compared for performance degradation. Maintenance is
scheduled based on this type of monitoring.

Network Management and Control Systems

The Sprint network is managed and controlled by a National Operations Control Center (NOCC)
located in Overland Park, KS. As a back up, a secondary NOCC is located in Lenexa, KS. The
NOCC is designed to provide a national view of the status of the network as well as to provide
network management from a centralized point. The NOCC interfaces with the Regional Control
Centers (RCCs) to obtain geographical network status. The RCCs are responsible for maintenance
dispatch and trouble resolution, and are designed to provide redundancy for each other and back-
up stafus for the NOCC.

The NOCC and RCC work closely with the ESOCC in cases where a network problem may affect
Arkansas operations. In cases such as these, the NOCC or RCC immediately alerts the ESOCC of
the situation so that appropriate steps can be taken to minimize service impacts. The NOCC and

70



RCCs also serve as reference points for the ESOCC when problems are detected in the TRS
center that are not the result of intemal center operations.

Network Management

Commitment to a digital fiber optic network permits Sprint fo use a single transmission surveillance
protocol to integrate internal network vendor equipment. This enhances Sprint’s ability to automate
and provide preventive, near real-time detection and isolation of network problems. The controlfing
principle is identification and correction of potential problems hefore they affect the Arkansas call
capabilities.

Sprint divides the major functional responsibilities, faciliies maintenance and network
management, into a two-level organization which maximizes network efficiencies and customer
responsiveness. The first level consists of the RCCs Iocated in Atlanta and Sacramento. RCC
personnel focus on the performance of individual network elements within predetermined
geographical boundaries. The second level is the NOCC in Kansas City that oversees traffic design
and routing for Sprint's 23,000-mile fiber optic network and interfaces.

This two-level operational control organization, combined with architectural redundancies in data
transport and surveillance, control and test systems, ensures an expedited response to potential
problems in both switched and private line networks.

In the event of a power outage, the UPS and backup power generator ensure seamless power
transition unfil normal power is restored. While this transifion is in progress, power to all of the
basic equipment and facilities essential to the center's operation is maintained. This includes:

Switch system and peripherals
Switch room environmentals
CA positions (consolesfterminals and emergency lights)
Emergency lights (self-contained batteries)
System alarms
« CDR recording

As a safety precaution (in case of a fire during a power failure}, the fire suppression system is not
glectrically powered. Once the back-up generator is on line, stable power is established and
maintained to all TRS system equipment and facility environmental control until commercial power
is restored.

CAPTEL QUTAGE PREVENTION

Sprint will provide FCC compliant CapTel service from the two CapTel Service Centers in Madison
and Milwaukee, WI. Sprint's CapTel vendor CapTef Inc. (CTI) operates the two current CapTe!
Service Centers in the nation. These unique Centers operate with enough terminals for 200 agents
each, along with support personnel, Technicians, and Supervisors.

Both CapTel Service Centers are equipped with redundant systems for power, ACD/telecom
switching equipment, call processing servers, data network servers, and LAN gear. Most
equipment failures can be corrected without complete loss of service.
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Having two CapTel Service Centers ensures minimum interruptions in service if something
unexpectedly halts operations in one Center or the other such as a flood or a tomado. In those
instances, traffic from one Center can automatically be routed fo the other.

Appendix G: Disaster Recovery Plan

Sprint's comprehensive Disaster Recovery Plan developed for Arkansas details the methods Sprint
will utifize to cope with specific disasters. The plan includes quick and reliable switching of calls,
network diagrams identifying where traffic will be rerouted if vulnerable circuits become inoperable,
and problem reporting with escalation protocol. Besides service outages, the Arkansas Disaster
Recovery Plan applies to specific disasters that affect any technical area of Sprint's Relay network.

The first line of defense against degradation of Arkansas is the Intelligent Call Router (ICR)
technology that Sprint employs. During a major or minor service disruption, the ICR feature
bypasses the failed or degraded facility and immediately directs calls to the first available agent in
any of Sprint’s eleven fully inter-linked TRS Call Centers. State-specific call processing software
resides at each of Sprint's Relay Call Centers. Communications Assistants {CAs) are frained in
advance to provide service to other States; the transfer of calls between centers is fransparent to
users.

Beyond the ICR, Sprint's Disaster Recovery Pian details the steps that will be taken fo deal with
any problem, and restore Arkansas fo its full operating level in the shortest possible fime.

Arkansas Notification Procedure

To provide Arkansas with the most complete and timely information on problems affecting their
TRS, the trouble reporting procedure for Arkansas will include three levels of response:

» A 3-hour verbal report
» A 24-hour status report
s A comprehensive final report within 5 business days

Sprint will notify the Arkansas within three hours if a service disruption of 30 minutes or longer
occurs. For service disruptions occurring outside normal business hours, the initial report will be
provided by 8:30 AM on the next business day. This initial report will explain how the problem will
be comected and an approximate time when full service will be restored. Within 24 hours of the
service disruption, an intermediate report provides problem status and more detail of what action is
necessary. In most cases, the 24-hour report reveals that the problem has been comected and that
full service to Arkansas has been restored. The final comprehensive written report, explaining how
and when the problem occurred, corrective action taken, and time and date when full operation
resumed will be provided fo the Arkansas Administrator within five business days of retum to
normal operation. Examples of service disruption to Arkansas include:

o ACD failure or malfunction

s Major transmission facility blockage
» Threat to Arkansas CA'’s safety or other CA work stoppage
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» | oss of CA position capabililies

Performance at each Sprint relay center is monitored continuously 24 hours a day, seven days a
week from Sprint's Enhanced Services Operation Control Center (ESOCC} in Overland Park, KS.

Disaster Recovery Procedures

If the problem is within the relay center serving Arkansas, maintenance can usually be performed
by the on-site technician, with assistance from Sprint's ESOCC. If the problem occurs during non-
business hours and requires on-site assistance, the ESOCC will page the technician to provide
service remedies. Sprint retains hardware spares at each center fo allow for any type of repair
required without ordering additional equipment (except for complete loss of a center).

Time Frames for Service Restoration
Complete or Partial Loss of Service Due to Sprint Equipment or Facilities

o Sprint Call Center Equipment - A technician is on-site during the normal business day.
The technician provides parts and / or resources necessary fo expedite repair within two
hours. Outside of the normal business day a technician will be on-site within four hours.
The technician then provides parts and /or resources necessary to expedite repair within
two hours.

» Sprint or Telco Network Facilities - For an outage of facilities directly serving Arkansas,
incoming TRS calls will immediately be routed to one of ten other centers throughout the
US. No calls will be fost. Repair of fiber or network facilities typically requires less than
eight hours.

 Due to Utilities or Disaster at the Center - Immediate rerouting of traffic occurs with any
large-scale center disaster or utility failure. Service is restored as soon as the ufility is
restored, provided the Sprint equipment has not been damaged. if the equipment has been
damaged the service restoration for Sprint equipment (above) applies.

» Due to Telco Facilities Equipment - A Telco equipment failure will not normally have a
large effect on TRS traffic within the state unless it occurs on Telco facilities directly
connected to the call center. In this case, normal Sprint traffic rerouting will apply. For a
failure at a telco central office - In (CITY), for example, only local (CITY} residents would
be affected until the Telco has performed the necessary repairs. For situations like this, it
will be at Sprint's discretion fo dispatch a technician. The normal Telco escalation
procedures will apply. The Telco escalation process is all during the normal business day,
therefore, a trouble may be extended from one day to the next.

Trouble Reporting Procedures

The following information is required when a Arkansas user is reporting trouble:

Service Description (*Arkansas”)
Caller's Name

Contact Number

Calling to/Calling from (if applicable)
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 Description of the trouble

Service disruptions or anomalies that are identified by Arkansas users may be reported fo the
Sprint Relay Customer Service 800 number (B00-877-0996) at any time day or night, seven days a
week. The Customer Service agent creates a trouble ticket and passes the information on to the
appropriate member of Sprint's Maintenance Team for action. Outside the normal business day,
the ESOCC will handle calls from the Customer Service agents 24 hours a day, 7 days a week.
The Maintenance Team recognizes most disruptions in service prior fo customers heing aware of
any problem. Site technicians are on call at each of Sprint's11 TRS Call Centers to respond quickly
to any event, including natural disasters.

Mean Time to Repair (MTTR)
MTTR is defined and detailed in Tables A-1 and A-2.

Table A-1Time to investigate + Time to Repair + Time fo Notify

The time needed to determine the existence of a problem and its

Time to Investigate
scope.

Time to Repair Repair time by Field Operations plus LEC time, if applicable

From the time repair is completed to the time the customer is

Time to Notify notified of repair complstion.

Tabie A-2Current MTTR Objectives

Switched Services 8 Hours

Private Lines 4 Hours (electronic failure)

Fiber Cut 8 Hours

Sprint's Mean Time to Repair is viewed from the customer's perspective. A critical element in the
equation is the Time to Notify, because Sprint does not consider a repair complete until the
customer accepts the circuit back as satisfactory.

Escalation Procedures

If adequate results have not been achieved within two hours, a Arkansas user may escalate the
report to the next level. Table A-3 details the escalation levels.

Table A-3Escalation Levels

Reglonal inenance anar Office Poe Number (91 2394
Cell Phone Number Cell Phone 913-484-2263
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l 3 ISenior Manager, Technical Staff iOfﬁce Phone Number (913) 2534396

Service Reliability

Sprinfs service is provided through an all-fiber sophisticated management control networks
support backbone networks with digital switching architecture that. These elements are combined
to provide a highly reliable, proven, and redundant network. Survivability is a mandatory objective
of the Sprint network design. The Sprint network minimizes the adverse effect of service
interruptions due to equipment failures or cable cuts, network overload conditions, or regional
catastrophes.

A 100 percent fiber-optic network, with significant fiber miles in Arkansas, provides critical
advantages over the other carriers. These advantages include:

o  Quality

Since voice or data are fransmitted ufilizing fiber optic technology, the problems of outdated
analog and even modern microwave transmission simply do not apply. Noise, electrical
interference, weather-impacting conditions, and fading are virtually eliminated.

+ Economy
The overall quality, architecture, and advanced technology of digital fiber optics makes
transmission so dependable that it costs us less to maintain, thereby passing the savings onto
our customers.

o Expandability

As demand for network capacity grows, the capacity of the existing single-mode fiber can
grow. Due to the architecture and design of fiber optics, the capacity of the network can be
upgraded to increase 2,000-fold.

e Survivability

Network survivability is the ability of the network to cope with random disruptions of facilities
and/or demand overloads. Sprint has established an objective to provide 100 percent capability
to reroute backbone traffic during any single cable cut. This is a significant benefit to Arkansas,
and a competitive differentiation of the Sprint nefwork.

Currently, Sprint has over 23,000 miles of its fiber network in place and in service, with a fiber point
of presence (POP) in every Local Access Transport Area (LATA). The XXXX LATAs in Arkansas
are served by XXXX Sprint POPs. There are plans for additional fiber mileage, additional POPs,
and added route diversity. There are more than 300 POPs in service on the network. With XXXX
POPs in the state, all areas will be adequately serviced by Sprint.

Switched services are provided via 49 Northem Telecom DMS-250/300 switches at 29 locations
nationwide. Three DMS-300s located at New York, NY; Fort Worth, TX; and Stockton, CA, serve
as intemnational gateways. The remaining 46 switches provide switching functions for Sprint's
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domestic switched services. Arkansas would primanly be served by the DMS switches in
XXXXKOOCOOOOKXX, with other diversely located facilities also serving Arkansas.

Interconnection of the 49 switches is provided in a non-hierarchical manner. This means that inter-
machine trunk {IMT) groups connect each switch with all other switches within the network. Each of
these IMT groups is split and routed through the Sprint fiber network over SONET route paths for
protection and survivability. As an extra precaution to preclude any call blockage, Dynamically
Controlied Routing (DCR) provides an additional layer of tandem routing options when a direct IMT
is temporarily busy.

Reliability is ensured through a corporate commitment to maintain or surpass our system
objectives. Beginning with the network design, reliability and efficiency are built into the system.
Sprint continues to improve the network's reliability through the addition of new technologies such
as Digital Cross-connect Systems, SONET, and Signaling System 7.

The effectiveness of this highly reliable and survivable network is attributed to the redundant
transmission and swifching hardware configurations, SONET ring topology, and sophisticated
network management and control centers. These factors combine to assure outstanding network
performance and reliability for Arkansas.

Network Criteria

System Capacity

The Sprint network was built with the capacity to support every interLATA and intralLATA call
available in the US. With the continuing development of network fiber fransmission equipment to
support higher speeds and larger bandwidth, the capacity of the Sprint network to support
increasing customer requirements and technologies is assured well into the future.
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Sprint Outage Notification from CapTel Service Center

Performance at the CapTel Service Center is monitored continuously by CTi technicians 24 hours
a day, seven days a week Sprint will be notified by the CapTel Service Center Manager
immediately upon determination of any type of natural or man-made problem that causes either:

¢ A complete (100 percent) loss of the CapTef Service Center, OR

» Any partial loss of service in excess of 15 minutes that is service affecting. Examples of
such a loss in service include:

An accidental switch rebooting

Loss of transmission facilities through the telephone network
Terrorist atiack

Bomb threat or other work stoppage

Sudden loss of agent position capabilities.

Impact to minimum ASA / Speed of Answer times

Acts of Gad

Q0 o 0 0 00

Contact from the CapTel Service Center Manager or designated CTI contact person will be made
to the assigned contact people at Sprint immediately upon awareness of an outage meeting the
above criteria, 24 hours a day, seven days a week including holidays with the following
documentation:

What time did the outage happen in CENTRAL TIME?

What caused it?

Which customers are (or were} impacted?

What is (was) the solution to restore service?

What is the time that service will be {or was restored by} IN CENTRAL TIME?

e Cad P
T e St Sema St

Sprint Procedure for Outage Notification to Contract Administrators during Business Hours

Upon receiving notification from CTI during business hours (8AM to 5PM CT), Sprint will have one
of the below managers contact the Contract Administrator, depending on availability:

) 468-4345
; (825) BS5-0176
: E: John E Moore@sprint.com
- P: (703) 689-5654
: Angela.Officer@sprint.com

i Angela Officer

Assigned On-Call Relay Program

ssign 133
B Vanager gned as necessary
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Upon receiving notification from CTI, Sprint will assess the problem and contact will be made by
email to the Contract Administrator.

In cases of partial loss of service, such as several inoperable CA positions or, local area network
outages, the CapTel Center on-site technician will notify CapTel Service Center to schedule repair.
Only those partial losses of service that are service affecting in excess of 15 minutes will be email
to the state Confract Administrator.

If the problem is within the CapTel Center, maintenance can usually be performed by the on-site
technicians. Hardware spares are retailed at the CapTel Service center to aliow for the most
common type of repair required without the ordering of additional equipment.

Sprint Procedure for Outage Notification to Contract Administrators outside of Business
Hours

Upon receiving notification from CTI outside of business hours (5PM to 8AM CT, Monday through
Friday, and all day Saturday, Sunday and holidays), John Moore {or Angie Officer) will notify
Contract Administrators immediately by email of an outage if possible, but by no later than 8AM CT
the next business day. Follow-ups and post-mortem will stiff be provided within the required
guidelines.

Disaster Recovery Follow-Up

Upon notifying customers of an outage, Sprint's contact person will provide regular updates from
CT! to all customers and internal team members. The follow up will be kept in sync with CapTel
Customer Service so that the information shared with customers from CTl is the same as what
customers receive from Sprint.

Disaster Recovery Post-mortem documentation

72 hours {3 days) after the outage is resolved, CTI will need to provide a formal written analysis of
the outage to the designated Sprint people (outlined above).

Sprint will send a document with the analysis to the Contract Administrator. John Moore will be the
primary point of contact for the letter to be shared with customers. If John Moore is not available,
then Angie Officer will provide the letter directly fo customers.

What time did the outage happen in CENTRAL TIME?

What caused it?

Which customers are or were impacted?

What is the solution to restore service?

What is the time that service will be or was restored IN CENTRAL TIME?
What will CapTel, Inc do to prevent this from happening again?

Oy 7 B L0 N
T M Nomtee” et Vo St

CT! will be available fo answer questions from Contract Administrators through Sprint.
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Time Frames for Service Restoration

Complete loss of service due to equipment -

» Normal business day — A technician is on site during the normal business day. The
technician will provide pars andfor resources necessary to expedite repair of the most
common problems within two (2) hours.

» Qutside of the normal business day — A technician will be on-site within four {4) hours.
The technician will then provide parts andfor resources necessary o expedite repair of the
most common problems within two (2) hours.

Due to Utilities or Disaster at the Center —~ Service will be restored as soon as the utility is restored
provided the equipment was not damaged. If the equipment was damaged then refer fo the fiming
in the statement previous (Due to Equipment).

Due to Telco Facilities Equipment — A technician will be dispatched as necessary. The normal
Telco escalation procedures for a partial outage will apply:

« Two hours at first level
» Four hours at second level
s Eight hours at third level

These hours of escalation are all during the normal business day, so a trouble ticket may be
extended from one day to the next.

Partial loss of service — Due to Equipment

» Normal business day — A technician is on site during normal business hours. The
technician wift provide paris and/or resources necessary to expedite repair of the most
common problems within four (4) hours.

e QOutside of the normal business day — A technician will be on-site within eight (8) hours.
The fechnician will then provide parts andfor resources necessary to expedite repair of the
most common problems within four {4) hours.

Due to Position Equipment — A technician will be on-site within eight (8) hours, provided there are
not enough positions working to process the forecasted traffic volumes. The fechnician will provide
parts and/or resources necessary to expedite repair within 48 hours. If there are enough positions
functional to process the forecasted traffic, the equipment will be repaired as necessary by Sprint.

Due to Telco Facilities Equipment — A technician will be dispatched as necessary by Sprint. The
normal Telco escalation procedures for a partial outage will apply:

s FEight hours at first level

« Twenty-four hours at second level
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These hours of Telco escalation are all during the nomal business day, so a service request may
be extended from one day to the next.

Trouble Reporting Procedures {for Individual Customers to Customer Service)

All calls conceming customer service issues should be placed by dialing the CapTel Customer
Service at 1-888-269-7477 (800-482-2424 TTY) in English only. A Customer Service agent will
take information concemning:

Caller's Name

Contact Number

Calling to / Calling from (if applicable)
Description of the trouble

Report service affecting trouble to Customer Service during normal business hours, 8:00 AM to
5:00 PM Central Time, Monday through Friday. Normal business hours do not include Saturday,
Sunday, and holidays.

Escalations of service affecting issues during normal business hours are followed below:

CapTel Customer Service

CapTet Customer Service Supervisor

(877) 437-4660
Pam.Frazier@captelmail.co

§ Captioned Telephone iInc's (CTI) Call  Pam Fraz
% Center Director Call -C“—’f‘t?r Djractn

Table 4 — CapTel Customer Service Escalation Procedures

Hours outside the normal business day are 5:00 PM to 8:00 AM Central Time for every day of the
week (Monday through Friday), and all day Saturday, Sunday, and holidays. Outside of normal
business day hours, a recording will play and trouble calls can leave a message for customer
service to follow up during the next business day.

The recording played to customers outside of CapTel customer service business hours:

Thank you for calling CapTel customer service. Qur hours are Monday

through Friday
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from 8AM to 5PM central time. You may try again during business hours
or leave a

voice mail message by pressing 3 now.

If the "3" button is pressed, then the customer will hear the following message:

Thank you for calling CapTel customer service. We are unable to take
your call at this time. Please leave a detailed message with your name

and phone number with area

code, or email address, and a reason for your call, and one of our

representatives will return your call as soon as possible.

Aliernative usage for CapTel phone during outage for VCO users.

CapTel phones are equipped with the capability to connect to traditional relay services even in the
event that the captioning service is not available.

In the event that a user cannot reach the captioning center, and the user desires to use any form of
available relay to connect their call, the user can dial 711 (user must dial only 711 and not a relay
800 number in order to change fo VCO mode) and be connected fo the in-state relay call center.
Their call will be processed via VCO instead of captions. In VCO mode, no audio from the called
party will be processed — just like any other traditional VCO call.
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Appendix H: Sprint TRS Standard Features Matrix
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This information could save valuable time when calling

No

greeting macro

'-Name_:an& Address . Additional
S RS emergency services Cast
Ui nn L Callers” preferred Carrier for in-State and out-of-state long No
longDistanceprofile 01 . ‘. distance calls. Callers can also indicate their preferred Additional
IO S billing option when placing long distance calls, Cost
R T I . i i . No -
Frequently Dialed Numbers This feature alfows users to set up and access “speed dial Additional
TRy AT A calls through the Relay. :
E T ‘ Cost
R TR R This feature allows the CAto be aware as to how the Ne
Qutdial Information - caller answers the phone and which language type they Additional
U will communicate In Cost
TR This feature informs the CA of special requests to handle No
:Custormer Notes . | calls i e. “do not announce the service”, preferred CA Additional
(R ARSI RSN gender, efc Cost
e e s e Caflers may restrict the type of caliie fong distance, .
:pr‘f’??:??st:ﬂfﬂo"s o international, 900, etc to be placed through the Relay é\;:l;itftlonal
o : . No
e : b i . : "
Emergency Numbers Cai!ers may enfer er’ner.gency numbers such as fore. doctor Additionsl
BT EAEER police, etc. to expedite the emergency call processing, Cost
S - . No
Eustomlized BOO Access Each Statg has dedicated Relay 800 numbers to access the Additional
R Relay service Cost
N R This feature provides functionality that automatically No
De.a'f»E'!.!i'n'd Pacin '['Sh.:w-.t. i )' : siows the transmission of dala to Deaf-8lind users The Additional
ST g1 i P _g_. i default speed is 15 wpm and the speed can be increased Cost
' e RN at the caller's request in 5-wpm increments,
) : K Sprint sends a delayed call announcer when the callis not No
Deia ea Call An, ..b.' ' eér o answered within 30 seconds The feature alerts Relay Additional
PRIy AIDURCET. . catters that they are on-line and on held for next available ) n
BRSNS : : Cost
CA
This feature echoes the number being outdialed and the No
R call type inthe TTY Dial string macro This feature helps
[.)'él.?fj:“gm:bm yanfm.aii_or; TTY callers know if a number has been misdialed and the Additional
: G : Cost
type of calithey are placing
LT . This feature allows Relay callers to reach Directory No
Directary Assistance : Assistance at rates no greater than that of traditional Additional
{intrastate/interstate) - voice users. When the humber is obtained. the caller may Cost
I R choose to place the call through the Relay or dial direct
R I O This service provides emergency assistance for Relay No
Emergency Assistance - - callers through Sprint’s 911 database and/or their Additional
Pl Customer Database profile Cost
Sprint’s TRS modems support enhancements in ASCI
SRS R communication protocols The capabilities of Sprint’s No
Enhanced Modems - modems include auto detection; connections with Additional
ORUEE I RPN modemns up to 14 4k; and faster ASCH detection (3 Cost
seconds) '
Sprint Relay workstations are equipped with the Errer
R Tt M R TR IR Correction capability to automatically correct common No
Error Correction typographical errors and spell out abbreviations, while Additional
I R increasing typing speed and reducing conversational Cost . .
minutes
Th g f CAsin the TTY
GenderiD " his feature provides the gender of CAs in the Additional

Cost




HCO allows speech-disabled or mute users with normal

SRR _ : ! o
TR hearing to listen to the person they are calling The HCO
H_s_aar:m_g{ar_ry@var_ (HC-Q}_ o user types his/her conversation for the CAto read and ;éddtmcnai
S voice to the standard (voice) telephone user, 0
N HCO users can contact HCO users through the Relay The No
HCO-HCO - CA will voice to both parties what is typed on each user’s Additional .
RN TIY. Cost
IR ST The permanent branding enables HCO callers to listen No
HCO Permanent Branding during cafl set-up. The HCO brand greeting macro Is: Additional
R [STATE]RELAY 12 34F YOU MaY HEAR VOICEOR USETTY GA Cost
EER BN HCO users can contact TTY users through the Relay HCO No
HCO-TTY. s users c'an listen while the CA s reaéing/vafctn.g the TTY Additional
EHEH R user’s typed message. The HCO user types thelr Cost
: conversation directly to the TTY user
VCO allows Deaf or Hard-of-Hearing people who prefer to
T e use their own voice to speak directly to the party they are No
:'_Vo_i_ce-Car_ry-Oyer vcoy - calling. The CA types the voiced responses back to the Additional
LRI G VCO user who can read the typed messages across the Cost
TTY screen
This feature allows VCO callers with two telephone lines
L to use one line te speak directly to the hearing person No
Tw_q-fine_vcb : while the other line is used to :eCjewe lee CA's typed Additional
Sl responses simultaneously. Two-Line VCO offers a more
SR ¢ i ; : Cost
natural flow of conversation without pauses required
with single line calls.
T RPN DT This feature is similar to Two-line VCO. In R2LVCO, a VCO No
“Reverse 2-lineVCO . user receives a call from a voice user first then Additional
B R TR IS dials/connects the Relay CA Cost
IR S A PO VCO users can contact HCO users thraugh the Relay. The No
VCO-HCO VCO user speaks directly to the HCO user and the HCO Additiona_!
RN user types their conversation directly to the VO user Cost
SR VCO users can contact other VCO users through the Relay. No.
VCO-VED 1 The CAlistens to VCO users speak and type the spoken Additional
REEREEE . words for the parties at both ends Cost
VCO users can contact TTY users through the Relay. The
EXBER ; VCO user can use his/her own voice and the CA will listen No
VCOTTY to the VCO caller’s spoken words then type the message Additional
FERAL to the TTY user. The TTY user types directly to VCO user Cost
without any CA interaction
O R AR TR AL This is similar to the standard VCO feature however; the No
‘veo w/ Privacy/NO GA CAwill not ll1ear.the VCO caller speaking through the Additional
S T ERR i Relay The CA will only type volced responses back to the
Cost
VCO user,
SRl _ This feature enables VCO catters to set-up the caft without
Sn R L typing The permanent VOO brand greeting macro would No .
VCO Permanent Branding ¢ be: Additional.
AR ) Cost
S [STATEJRELAY 12 34F VOICE (OR TYRE) NOW GA
RN From any international destinations oulside of United No
Inbound international - States, callers can reach the Relay through Sprint’s Additional
R international inbound 16-digit number- 605-224-1837 Cost
SRR BRI Dynamic Call Routing technology automatically and No
Intelligent Cali Router seamlessly routes Relay cails to the first available English Additional
B R B or Spanish CA in the network Cost
DR S - This feature provides intercept messages in voice and TTY No
intercept Message -.: .. ¢ in event of system failure occurrence within the Relay Additional
B SR switch, Center, or outbound circuits. Cost




Relay users can request the CA to redial their last number

Va_i.ce ngd_er: 123 .

gender of their cailer

SRR L L Sprint TRS is designed to store the user's last number No .
.I_.as_t Number F_i.e_dna_.] SR dialed and it Is dialed upon the user's command, ‘2“‘1‘“0”3]
""" E—— “LAST NUMBER REDIALPLS GA” OR "LNR GA™ o8
R o . . No
Local/Extended Are Service Cal!f.trs who_subscni)e t.oextended ;rea service plans will Additionat
T T rereive equivalent service through the Relay Cost
E R This feature reduces redials when CAs receive audio-text
Sl e interaction machines In most cases. it allows the callers No
Machine Racording Capabilities ‘ . P g P Additional
RS B to receive afi of Lthe information on the first call and
T [ . : e y - Cost
: IR eliminates the number of redials
R RN RS c This feature atiows Relay callers to reach regionally No
Restricted 800/888/877/866/855 restricted or regionally directed 800/888/877/866/855 Additional
(R {oll-free numbers. Cost
SR e Sprint offers Spanish Services. which offers Spanish-to-
L Spanish Relay service. which are handled by proficient Ne
Spanish-to-Spanish
~pan 5 : F_ ,::a.__r;zs. bilingual {Spanish} CAs. Their workstations are modified Additional
" to provide macros and other functions to the calter in Cost
: Spanish
[IERERE : L The command "S” typed by a Speech-Disabled person No
Speech Disabled Indicator. would inform the CAthat a Speech-Disabled person is on Additional
T R R ' the line Cost
D This service enables Speech-Disabled customers to use No
Speech-to-Speech - their voice. with assistance from CA if necessary. to Additional
B I P communicate with each other through the Relay. Cost
: : : . . R No
L o ) This feature offers the ability to topple between inbound .
Text/Volce Transmission. ... TTY, ASCIL TurboCode™, and Voice calls ng,gt"’”a'
..... When calls are carried over the Sprint network. intrastate
: o : calls are typically discounted by 35% Day. 25% Evening. No
:T i D .t S and 10% Night/ Weekend off intrastate MTS rates and Additional
: of Histounts 5 interstate calfs are discounted by 50% off inlerstate MTS Cost
rate State specific requirements may resull in achange to 0
the standard discounts.
o T Sprint’s system has the capability of transferring Relay No
Transfer Gate capabilities callers to English TTY Operator Service and Relay 24-hour Additional
R IR Customer Service Cost
Refay users can reach Sprint’s TRS Customer Service,
RIS . . o which is avatiable 24 hours-a-day. 7 days-a-week to Ne
. TRS Custom er_Ser\rit:e s request information, or to offer commendations and Additional
S i S submit complaints The toll-free number is: 1-800-676- Cost
3777 1TY/Voice/ASCll/Spanish
S . Sprint’s TTY Operator services can complete TTY-to-TTY
R T P A . o . . - . No
Docritor Servt 5D calls; obtain Directory Assistance information; or receive dditional
TTY pera orSerylg; {9 2) credit for erroneous billing The toll-free number is: éosétlona
RN e 1-800-855-4000.
L : This feature allows enhanced baudot transmission speed No
WA upte 110 words-per-minute It enables TTY cailers with .
TurboCode™ TurboCode™ capability to interrupt during the Additional
fnos TurboCode™ ca Cost
transmission of the call ;
R SRR ) . This feature {macro} enables Relay callers to know when No
Varlable Time Stamp Macro. - © - their called party had disconnected and refays the lasi Additional
I A spoken words., Cost
R No
Sl T, : i i MC i
Voice Call progression . Th|s_ system upgra.de et.llo\..vs Voice or MCO catiers to listen Additional
R L O I during call set-up i e ringing. busy Cost
; ) ; No
This feature {macro) informs the outbound TTY caller the Additional

Cost
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Sprint provides access to Pay-Per-Call Services (900) via a
toll-free 900 number which observes LEC restrictions so
that customers do not have to register blocks with the
Relay

With cooperation of Local Exchange Companies, the Relay
can accept 711 calls.

No o
Additional :
Cost 10

N
Additional

Cost 1
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Appendix I: Policy on 10- and 15-Minute Rule

Sprint understands that a change of CAs can interrupt the natural call flow. Therefore, Sprint
strives to keep the same CA dedicated to each call.  Sprint will ensure that the CA remains on the
call for at least 10 minutes (or 15 minutes for Speech-to-Speech call).  If a change of CA is
unavoidable, CAs are frained to make this fransition as smoothly as possible and will inform both
parties.

A CA change may occur for the following reasons:

Customer requests change of CA
End user verbal abuse of CA or obscenity fowards CA
The call requires a specialist (Speech to Speech, another language)
lliness
» Polential conflict of interest (ie. the CA identifies an end user as a family member or
friend)

e ¢ » =

In instances where it is necessary {o change CAs, a second CA will plug in their headset at the
position and watch the call for several minutes in order to assess the “spirit” of the call and make
the transition smoother. After several minutes of observation, the second CA will wait until the
voice person stops speaking and all conversation has been relayed and will then type to the TTY
user:

(CA# CONTINUING UR CALL).
The CA will say to the non-TTY user.
“THIS 1S CA # CONTINUING YOUR CALL.”

During initial training, trainees are required to practice this procedure. In addition, a training video
was developed that clearly shows the procedure and how to ensure it is as smooth as possible.
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Appendix J: FCC TRS Mandatory Minimum Standards & Compliance Matrix

oice. ransmission serwces shali prowde, not
ater than July 26, 4993, in compliance with”

‘the regulations prescribed therein, thruughout
he area in which it offers services,

*. Sprint has been a TRS provider since

- provides TRS to 32 States, the Federal
- Government, Common wealth of Puerto Rico,

imunications relay services,”
aIEy, thmugh designees, through a
endor, or m cnnc:ert

Sprint was the first TRS provider to offer
-+ Speech-to-speech relay setvice (California,
©1996)

. Sprint was the first TRS provider to offer
ol intrastate and interstate Spanish services
. (Texas, 1981) As a standard offering of TRS,

States. Sprint also is the only TRS provider to

2 Sprint fully implemented 711 accesses for all
o of ity States on October 1, 2001, Sprint Local

September 1, 1980 As of July 1, 2004, Sprint

and three resellers.

Sprint provides Spanish services fo the

offer Spanish-speaking Customer Service.

and wireless divisions have implemented 711
access on September 15, 2001,
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méet the spec:alzzed communications needs -
hearing and speech

v ust be competent skﬂis m typmg, '
ar, spell:ng, and mterpretatmn of -

R Sprint VRS interpreters are qualified
= interpreters that adhere to RID Code of Ethics

ity tramed tc effecﬁvely U
. graduate equivalency as a minimum
- qualification for the job

. All CAs are tested and evaluated to ensure
-: Guidelines. CA training provides familiarity

. cultures and ASL translation.

'_ - Each Sprint CA is required to take the 80
o WPM typing test quarterly (four times a year).

- Sprint administers Oral-to-type tests

Sprint requires that ali CAs have a high school

Relay skills meet the following FCC

with hearing, deaf, and Speech-Disabled

elayed conversation and must relay ali
nversation verbatim unless specsr caEly
requested to do otherwi

564.604

- CAs process all calls and never prohibit
1 sequential calls or limit length of calls

ded by i common camers

t . CAs are trained and evaluated to ensure all
o aspects of confidentiality are maintained and
- conversational context is properly provided.

. Sprint CAs are prohibited from disclosing any
- call content.

. 8TS CAs are permitted to retain info from a

prohtbﬂed from mtemaunalty a!termg a

. relayed conversation

. '_ During the annual merit reviews, each CA
..: reviews the confidentiality and code of ethics
= with hisfher team supervisor

pable of handhng any typa of o

call in order to facilitate the completion of
conseculive subsequent calls,

CAs relay calls verbatim and do not alter

Sprint TRS is capable of handiing alt call types
nomnally provided by common carriers

89



Hanidfing of Emergency Calis i

¥
mergency calls that, at a minimum,

must pass along th catler’s number to
RSAP when a caller disconnects hefore
o emergency sennces ;

n-cail".Replacement of CAs -

:or VRS call must stay WIth the caEl for a ..: :

' © Via E911 database, Sprint automnatically and
- w4 immediately connects the caller to an
utomatncal!y and :mmedlately transfers the s

'answ ring and piacmg'a 'F'T”Y based TRS '_
. minimum of 10 minutes.

appropriate PSAP.

o CAs pass along the caller's number to the

PSAP when the caller disconnects prior to be

v connected to the emergency service.

TRS and VRS CAs stay on the call for a

1 STS CAs stay on the call for a minimum of 15

minutes.

- Sprint TRS communicates with Baudot and
= ASCI in all speeds that are generally in use.

Sprint users are able o request the gender of

© the CA Sprint makes every effort to satisfy

this request and to maintain the same gender

" during transfers

© Sprint offers S8TS users the option of
’ ; maintaining a fist of names and phone

nurnbers. When the STS user requests a

name. the STS CA will repeat the name and

the number to user

.'j Sprint will provide the STS user information to
. any new provider.

" The following Baudot codes are available on

Sprint TRS' platform: Baudot 45 5, Baudot 50,

' Tusbo Code, and E Turbo Code.
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Spee of | nswer

'm:lude adequate staﬁ“ ng to ensure . Sprint ensures that 85% of all calls are

85% of ali calls answered within 10 seconds © % answered within 10 secands and that caller's
by any.method which resulis in the caller's cali . calls are immediately placed. Sprint does not
mmemately bemg p!aced not put in a queue - put calls in a queue or on hold

'1_ Abandoned calls are included in the speed-of
- ~answer calculation

- Speed of Answer is measured on a daily
basis.

- Sprinf's system is designed to the P.01
standards

" Sprint provides users with access to their IXC
. caryier through the Sprint Carrier of Choice
3 program sllowing for the same access that is
-+ provided to voice users

_ Sprint TRS is available 24 hours a day.
Lish everyday

unct;cmaily equivalent to the equspment m Sprint has redundancy features that provide
rmal central ofiices, mchdmg Lo funclional equivalency, including
1n - uninterruptible power for emergency use.

Adequate network faculmes shali be used in
- conju nction with TRS, i e -0 Gprint's network facilities are sufficient to
iR D angure that the probability of & busy response
due to loop trunk congestion Is functionally
equivalent o what a voice caller would

% experience.
:'iTééhhba'og'y
No regulation set furth'm th:s subpart [ _3' = Bprnt s the nation's leader in the
ended to dlscourage orimpairthe ... development and offering of technological
eveiopment of lmpmved technology that .~ features for TRS. Sprint has introduced over

lecomm fo pe_op%e_ - fifty key product enhancements inciuding Split
S Sereen ASCILL Customer Database, Turbo

-1 Code, E Turbo CodefDial Through, Gated
L0 VGO, Voice call progression.,

L Sprint provides VO and HCO technology as
: © standard features as well as several variations
.7 on these technoiogies




ength of the call, & may not impose any

Sprint was the first provider to process pay-
o per-calis {Texas, 1996)

.Contact Persons

‘States must submit to the FCC a contact -

laints about mtra_sta_tg RS,

f}j; CAs keep the user informed and notify of the
- presence of recorded messages and

S length of the call

. Sprint does not charge for any additional calls
' necessary to complete calf involving recorded
-harges for additional calls that must be made :
by the user in order to cumpzete calls mvoivmg .

= Sprint maintains a log of all complaints . The
- oy includes all of the required fields including
+% ihe date, the nature, the date of resolution,
. and the explanation of resolution

- Sprint provides summaries of the logs, which
= indicate the number of complainis | recewed for
" a 12-month period ending May 31%

g © Sprint has submitted annual summary of

¢ June 1, 2002-May 31, 2003
©June 1, 2003-May 31, 2004

2 June 1. 2005-May 31, 2008
© June 1, 2006-May 31, 2007

‘person or effice for TRS consumer mfo:mation E

interactive menus. CA puositions have hot key
functionality that electronically capiure
recorded messages and retain them for the

or interactive menus

Consumer Complaints log report:

June 1, 2004-May 31, 2005

Sprint provides full support. including a
primary point-of-contact, to contract
administrators to meet FCC requirements
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ic Access o Info_

5"‘director:es peripdic bitling inserts, piacement '
of TRS mstructlcns, in phone d:rectones, DA

. Sprint follows all FCC requirements for public

access to information and publishes in
directories, brochures and billing inseris,
instructions for TRS including 711 access in
phone directories, DA services and the

. Incorporation of TTY numbers in phone

- . directories to assure that callers are aware of
- all forms of TRS.

”_ Sprint regularly provides 711 dialing

information in its education and outreach

- programs

I Sprint TRS users pay rates no greater than

" the rates paid for functionatly equivalent voice

: 'mmun:cahon services with mspect o stich

. communication services.
rs as the duratlon of the call, the fime of - -

cedures and slandards setforin _the

(i) Cost recovery, Costs caused by mterstate
RS shall'be recovered from all subscribers

unding cos BCOVery | mechamsm

K(m) Tesecomm mca!mns Relay Semces Fund "
o (i) Sprint works with NECA for
- Exchange Carrier Association, Inc. (NECA)}

=.To be administered by the National .

_ (1) Sprint follows FCC reguirements in the
cuieily jurisdictional separation of costs,
“accordance with the jhli’tSdlC‘thﬂal separatmn -

- (i§) Interstate TRS is recovered from alt
. subscribers for every interstate service
r. evary_mterstate sefvice, “utilizing a shared- S

S mechanism

utitizing the shared-funding cost recovery

reimbursement of interstate minutes.

The Sprint TRS Customer Contact process is
. fully compliant with all FCC Requirements
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reatment of TRS Gustomer Info

losed in Usable form at least 60 days pnor
he provider's last day of sefvice, and shall -

‘not be. snid distributed, shared or revea!ad :r_: -

"ény other way by the re!ay prowder or its -

: :e"'-FC.C's F’uhhc Notice on TRS Stale Re— 5

cation released 5/1/02, the FCC - :
equests an application be submstted mrough
tate s Oﬁ‘ice of the Govemor orother

-+ Sprint transfers TRS customer profile data to
« incorning TRS vendors. The data is provided

in usable form at least 60 days prior to the last

E Y . . day of service and is not sold, distributed,
the'in ommg TRS vendor. Such data must be -

shared or revealed in any other way by Sprint,
or Sprint employees

Sprint provides each Sprint TRS state a re-
certification packet and assists in the re-

.. certification process.

: oncluded thatTRS prowders should have

ailer 1D and o_!her benef ts available and

etwork; the TRS facﬂ:&y st pass. {hmugh '. '
to the called party, the number of TRS facility,

o, of possnbte, the 10-digit number of the
ca!lsng ‘party. - The identifying information -~

sed through the TRS facilty lo the cafled - :

arty is fo be determi

by tha TRS
‘Provider. (f25) - -

‘Concluded that the fol!owmg calE types ae
um standards of_ :

.\ Sprint's SS7 platform supports Caller I
ceess to SS7 of similar technology io make __j :

services.

" Sprint complies with alf FCG rules pertaining
-+ Caller ID and call blocking services

.- Sprint's SS7 platiorm transmits the 10-digit
. number for focal and toll calls. Sprint's S87
' platform also will recognize the 1D blocking
- indicators.

" Sprint has provided the VCO and HCO calling
 combinations since 1986
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“emergency callers to the appropriate PSAP
“within twelve months of publscat;on of this

© Sprint immedialely connects emergency

callers to an “appropriate” PSAP as defined by

. _' the FCC

S Sprint has provided the Answering Machine
. Retrieval since 1996,

'Cali release aliows a CA to setupaTl ‘Mo—

“TTY. call that once set up does not require !he

CAfo relayth reiaythe conversat;un S

led that once the CA ssgns off or be .: :
. workstation, the call s no longer a relay call

sed,” after ihe two TTY parties are -
nected, at this point, the call ceases to be
S.call suhject to !he pewnmute : .

. Sprint has provided the Call Release feature

since 2003.

Once a call is "released” from the CA

and accordingly will not be charged to the

.. state custormer

- Sprint has provided Speed Dialing or Fraquent
- Dialed Numbers feature since Seplember 1,

1996

- Sprint has supported three-way calling

capabilities, from the customer's premises,

. . since September 1, 1895
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Appendix K: FCC CapTel Mandatory Minimum Standards & Compliance Matrix

“Fach common carrier.”. ;.
ng tetephone vmce
{ransmission senvices sha!i

e!ecommumcatmns re!ay
“services, individually, ihrough
desngne_gs through a

"Dctuber1 2001 access wa
the il dna]mg code toalt
ces as afoll free

:The Communicatiops Act - .
- defines TRS as “telephone
. ransmission services that . -
“provide the ability for an _
individuat who has hearing or -,
speech impaiment {o engage
{in communication by wire or -
.+ radio with a hearing individual
“iwin & manner that is functionally -
. ;equivalent to the abilily of an .
onLindividual who does not have s
@ hearing impaimentor . - -
7 speech impaimment to.
1o gormunicate using voice ¢ .
i communication services by

- wire or radio.” Since TRS cal[s :

provide, not later than July 26, -
1993, in compliance with the " =
regulations prescribed therein,

hroughout the area in wh:ch i

Interstate Spamsh !anguage i
“relay service shali be pmwded i
- persons without such -
* disabilities ~ we canciucie that :
‘captioned telephone VCO :
“service falls within statutory -
-definition of TRS. (17)

handled via captioned -

- telephone VCO service fall
.- squarely within this definition ~

*.Le. they aliow communications
‘between persons with hearing

of speech disabiiities and

- 2004, Sprint successfully

- service, first -ever in the TRS

- Speech-to-speech relay

. Sprint is also the first CapTel

- interstate Spanish services on
. January 1, 2004

.. inbound 711 calls to include

Sprint has been a CapTe/
provider, on triat basis, since
May 1, 2002 On January 1,

converted CapTeftrial into a
FCC-complaint CapTel

Industry

service for CapTel is waived
by FCC See Section 64.604
A3

provider to offer intrastate and

Sprint is able fo process

actess to CapTel services
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. Sprint requires that all CapTel
CAs have a high school
graduate equivalency as a
minimum gualification for the

-Requirement applies

\) Competency Skills =

job
ufficsantly S0 Use of CapTefs voice - All CapTel CAs are tested and
ed to eﬁectwely meet the " recognition software Yisa .- .- competent in typing, grammar,
. permissible means ...for 1~ and spelling to ensure skills
= gehieving the CA’s & -1 - meet the following FCC

1 competency skills reqmred by : Guidelines CapTelCA
~the TRS mandaiory mmlmum - training provides familiarity
B standards (1;39) St with hearing, deaf, and
Lo Speech-Disabled cultures.

L Waived lnterpretmg typed -~ A caplioned telephone user
g -ASL is m}t app]ucable .+ 7 does not type in making a call,
i therefore is never the
0 opportunity for the CA to have
i+ to interpret typewritten ASL

";:_ _Use of volce recognition - -~ CapTel's voice recognition
e technelogy in the provision of - fechnology transmits above
i CapTel VCO service “isa - 100 WPM.
< wik permissible means for .. '
= enhancing transmzssnon
' speed "(1[39)

.Wawed Perrmts use of Oral-: " Qral to text tests are given to
-to-taxi tests insiead s all CapTel CAs

‘Requirement applies. - - - CapTel CAs are trained and

chevinh T evaluated to ensure all
aspecis of confidentiality are

- maintained and conversational
context is properly provided

K Requirement applies, .+ CapTel CAs are prohibiied
el s e s T s L from intentionally altering a
conversation and must relay 00 s relayed conversation and will
I cenvefsatlon verbattm SR relay all conversation

. verbatim.
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:'Wawad for outbound calEs (ﬂ

“CAs are prohibited from
efusmg single or, sequanha! i
calls or limiting the length of " not involved in call set up and
Is ufilizing relay servzces s

o Not waived for inbound ca_l.is to
' TRS facility. 'However, if call

1inlis made directiy tothe o0
“captioned telephone access
“number no set up is invoived

.47 and the CapTel CA cannot
oo refuse to call (46). :

._TR sha!lb' 'capahte uf i Require._r'ne_ﬁt. appiies.
“handling anytypecfcali : ':' PSR L TR
' ally p? ‘"deg b yl comr:;lo " Note: The requirement to

. Camers.ana can aecine cals - hiovide 711 dialing is waived

- for oulbound calls made from
:de_nl_ed.

“ -(3!1103 7/31/04)

ZAisc STS anci HCO are -
_ '-wawed (1129)

: . CapTel users dial sequential
46} because the CapTel CAis -~

“ita CapTel user made through 2

RRESE: | CapTel phone Inbound 711
5 calling waived for one year O

calls directly therefore there is

_ - noway fora CapTel CA'to
" .cannot refuse the call (46}

refuse sequential calls or fimit
length of calls.

CapTel will not refuse single
or sequential inbound calls or
limit the length of calls utilizing

© the service., If an inbound call

is made to a captioned
telephone user via the
captioned telephone access
number, set-up is automatic,

- &nd thus there is no way fora

CA to refuse the cail

CapTel is capable of handling
all call types normally provided

© . by common carriess.

Handi:ng of Emergency
'Calls o : SR _

RS - Requirement applies, - .
“Providers must useasysiem SR T
or-incoming emergency C cal[s e
hat, ata minimum, -
'utomatzaa]ty and lmmed:ately
ransfers the, caﬁer ta the

" Requirement applies.
“A CAmustpass along !he T A
caller's number 1o the PSAP
when a caller disconnects -
fore being connected to -
merge: cy'servsces :

CapTel user dials 9-1-1. Sprint
will route the call direclly to the
most appropriate PSAP

The 911 PSAP center will
- receive the calier's Automated

Number ldentification and

- Automated Locator

identification. if the call is

: . disconnected, the 911 center

will call the CapTel user back
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in-call Replacement of CAs -

" GapTel CAs stay on alf calls
. for a minimum of 10 minutes.

L Seq&irezﬁ_ehf applies.
taywith the callfora ~ = L
‘minimum of 10 mmutes Ll

_ Walved ('g 35 47~4B). _
st efforis to accommodate a : i
TRS user's requested CA:

gender when a call is metlated AT

“and, if 3 transfer occlrs, at the =7 B

“time the.call i is tfansferred b

Wawed (1'[29) .

hat the STS user calls. When
hg ST8 user, requests one of

RS shall be capable of = j Wawed (7[53 54)
communicating with ASCI & =
“Bauduot format at any speed

genaral!y i use.
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s!aﬁing to enstre 85% of ali
calls answered within 10

. Requitement applies 1
AOEURANBES R . B5% of ali calis are answered

seconds by any method wh_sch '-::_' o

-"results in the’ cal[er‘s call

T el Acess o IXCS_. .

TRS users shali have accesg .':
o their chosen IXC carrier .
_ hrough the TRS ‘and to all :

“ pther.operator services, to ihe::_ SR
| same extent that such access ' -:': 5

_Réduirerﬁ_e_n.t._ éppliéé. o

: ﬁégﬁirézﬁ'én_t_ a.p'p_lies. 8

R&'qulremen! a'ppEies.. '

- calis in a queue or on hold.

. Abandorned calls are included

" calculation

‘- designed to a P.01 standard
- or greater measured on a daily
- basis

- CapTel users will be able to

“:* Choice program aflowing for
“-. the same access that is
- provided to voice users.

Sprint CapTel ensures that

within 10 seconds and that
calter’s calls are immediately
placed Sprint does not put

in the speed-of —~answer

Sprint CapTef system is

choose their IXC carier
through the CapTel Carrier of

S shall have redundanﬁy
eatures functionally. o
ent fo the equ:pmem m :

' rembursementfmm Ehe
" Interstate TRS Fund. Fora

' :_-State TRS programs. of

‘couirse, are free to offer thls

-.'_serwce andto resmburse

.providers of intrastate -

‘ captioned telephsne VCO
Zsermce (ﬂ 22)

- FCC noted that CapTe! is not

¢ "a mandated service but stated .
:that CapTel is a form of

- emhanced VCO sennce it

atlowed interstate .

provider to be eligible for -

. reimbursement from the -

- Interstate TRS Fund for the
-7 provision of TRS, the provider
. must either meet the .~
..mandatory minimum . )
-0 standards or requestand -
0 receive waivers of the
T standards (1§22 24)

Sprint CapTel is available 24

- . features that provide
-~ functional equivalency,

i caller would experience

hours a day, everyday

Sprint CapTel has redundancy

including uninterruptible power
for emergency use

Sprint CapTel network
facilities are sufficient to
ensure that the probability of a
busy response due to loop
trunk congestion is functionally
equivalent {o what a voice
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64.604B.5

. _FCC acknowledged that
- :CapTel is an enhanced VCO

'sew:ce of TRS (11 44)

e Wawed for HCO W29

Sprint is the nation's leader in
the development and offering
of technological features for
TRS

message & mte;actwe menu e
._lhru a hot key_on the CA's - j :

TRS providers shall
a!ectromcatly capture recorded

length of the ca!l & may
not impose any charges for .o
‘additional calls that must be -_j :
:made by the user in order to :
complete calls involving 0
corded or mteractwe T

| ":'Requiiémeht applies, |

: :Réti&i;é.niar_tt_épp!_ies., L

o0 call

- CapTel user both hears and
- interacts directly with the

recorded message and makes

" the selections as requested by

the interactive meny. The
CapTel user is alerted to the
presence of a recording by
hearing the recording and
seeing the captions of the
recording as the message is
played

. CapTel users can replay

messages as required until the
message is both heard and

. read as captlions. The user

can stay on the line as long as
desired until the message is
heard in its entirety or

. replayed. This is requested by

the user direclly. The CapTe/

CU user interacts with the

recarded message sysiem
direclly This is treated as ons

Sprint CapTel supports pay-
per-call call types.
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'compla;nts about TRS fo

__'|nclude minimum include the s
8~ date the complaint was filed,

:the nature of the complaint, =7
._the date of resolutionand an .0
‘explanation of the resotutlon. SR

submit to the FCC by July 4 of -
each year, summaries of Iogs o
indicating the number of - L
complaints received for the

_-12-monlh penod endsng May

564.608C.2

.-'__Redu_iréma'nt applies.

. '_ Sprint CapTel maintains a log
- of all complaints. The log
- includes all of the required

- month period ending May 31

" Sprint CapTel provides full

fields including the date, the
nature, the date of resoltion,
and the explianation of
resolution.

Sprint CapTel provides
summaries of the logs, which
indicate the number of
compiaints received for a 12-

support, including a primary
paoint-of-cantact, to contract
adrministrators to meet FCC
reguirements.

'5 64.604 C.3

Carriers, through pubhcatson in
“their. dlreclorses periodic :
“billing inserts, placemeret of
“TRS instructions, in phone -
directories, DA sefvices, &
ncorporation of TTY numbe
-in phone directories, shall : - :
a'ssure that ca[!ers are aware s

- ¢t ongoing efiucatmﬁ '
~and outreach programs fo -

Rééli_iir_érﬁe{nta‘_pp'i_ies.. o

. Sprint follows all FCC

- requirements for public access
- to information and publishes in
. +. directories, brochures and

" billing inserts, instructions for

- aware of alt forms of TRS

TRS including 711 access in
phone directories, DA services
and the incorporation of TTY
numbers in phone directories
to assure that callers are
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5 64.604 €4

-greater than the rates paid for RS
) 'jfurtcﬂonal!y equwalant voice i
-communication services with -2
spect fo such factors as the .7
1l of the call; the time of -
: id the distance from the -
point.of origination to the pum% L

: CapTe!l users pay rates no
. . greater than the rates paid for

TRS users shall pay ralés fo :_'R.E_qUifemeﬁﬁ_aﬁpl_i.es-
' : ' . functionally equivalent voice

communication services.

-ccsts of providing TRS shall A

; separated in accordance :

with the juisdictional =
epa_rati_on procedures and

e recovered fram al!
ubscnbers for eve

Im) Télecoﬁﬁunldatlb
S_ennces Fund ~To be

; Réqﬂi_rémer_lt_ ahplies_. Ny

-.__:_R_iiaq'ﬂirérhenf applies. -

(i} Sprint follows FCC
requirements in the

~ jurisdictional separation of

costs.

(i) interstate CapTelis

recovered from all subscribers
of interstate services

{iil} Sprint works with NECA
for reimbursement of interstate
minutes.

The Sprint CapTe! Customer

S " Gontact pracess is fully
U compliant with alt FCC

Requiremenis
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: Requirement applies. -+ -
TRS acimsmstrator ‘and the | FECERTRN SRR
TRS vendor shall provide for =
“the transfer of TRS custcmer T i
profile data from the outgoing -\ o L
8 TRS vendor to the incoming =70 s
TRS vendor. Such data must e
disclosed in usable form at RTINS
ast 60 days prior to the =00

' Réqﬁjfé_nier;t_ é'pp'iies'_..

_'_Subi-mﬁed through State’s o i
Office of the Govemor or Dther LR

" Requirement applies.. . -

Sprint transfers CapTel
customer data to incoming
CapTel vendors. Customer

~ information that is nomally

contained in a TRS profile is

" not required for CapTef as the
- CA is anonymous to the call
. and the CapTe! user talks

directly {o the called party.
The data is provided in usable
form at least 60 days prior to
the last day of service and is

- not sold, distributed. shared or
..+ revealed in any other way by
- Sprint, or Sprint empioyees
" unless Sprint is compelled by

legal process to provide such
information

Sprint provides each Sprint
TRS state a re-ceriification
packet and assists in the re-

S certification process.

Sprint CapTel will have the

- capability to transmil the 10-
w0 digit number and will
“+ recognize the ID blocking

indicators

" Sprint CapTel will deliver the

557 technology on February
1, 2004,

Types of Calls - Two Line VOO o lan i Mmlmum standards peﬂammg
R ~o Line | : R to HCO arewawed :

VCO requtremenﬁ; stil! appiy

Sprint CapTel supports the
VCO calling combinations.
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'Concluded that TRS P
_st use a sys!em for.:
oming emergency TRS .
s, that ata mmlmum : .' s

CpTeI uer IE m - ..rint

© will route the call directly to the

most appropriate PSAP

RRIEY - Concluded that the answermg
SR machine and voice mail o
5 g - relricval are. TRS features that Rulmg

-Calt release alfows a CA 10 set
‘up 8 TTY-to-TTY call that -

ance set up ‘does not requsre : ﬁ
‘the CAtoTelay the © .
“‘conversation, The feature .-
“‘allows CA o sign-off or be
released” from the tefephone

ine without, triggeringa 7 L no
“disconnection between two S
TTY. users, after the CA
cdnnecfs the ongmatmg T‘I“Y
ccaller to the ca!led party 5 'ITY

- The requirement was not -
addressed m lhe Declaralary :

CoWaved (152)

. Answering machine and

voicemail retrieval is provided
by CapTel.

- Answering machine retrieval

through CapTel is
accomplished when the
CapTel facility caption the
voice message to the CapTe!

" users,
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eature is required under

Spee d:ahng atlows users lo
manually store a list of ..
elephone numbers wuih
desighated speed d;aimg
codes i in the TRS users:

'S functlonal equnvalency

neraliy three-way calhng

ys " One way s for the -

':__to connect to two telephone

“telephone's sw:tch haok (or

FCC's equivalency mandate."_ _

“or her premises by using the -

. The raquar&mentwas not :
addressed in the Deciarato:y

RuEmg

' f:ari_be provided “in one of twc :

TRS consumerto requestthat R

¢ three-way.call is for TRS user o

'“fiash")buttun T O

i } - CapTelielephones have the
ddressed in the Deciaralmy o
.ruhng R :

- Sprint CapTel users will be

- - using the captioned phone is

. ~ telephone switch hook {or

- meets the requirement for

- three-way calfing. {For One-

‘i CapTel efther party can initiate

= purchased this as a LEC
- option.

: Sprint CapTel users will be
-, able to participate in a
- conference bridge to speak to

Speed Dial feature.

able to participate a three way
call. Although the persen

unable to establish the three-
way call, the calied party will
be able to do so by ufilizing
“Aash™ button on his or ber
CPE. Thus, Sprint CapTel
Line CapTel ) For Two-Line

a 3 way call should the user

three or more individuals
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Appendix L: Sprint’s Report to the FCC on VRS and P Waivers

FCC Internet and Video Relay Service Annual Progress Report

the associated

April 16, 2007
Waivers | IP - 1 IP Current Progress and | VRS VRS Current Progress and
- Regulatory .. | Technology Steps Taken Regulatory - | Technology Steps Taken
Status - Issue/Limitations | to Meet the | Status issue/Limitations | to Meet the
' Requirement o ' : reguirement
1. 5TS Waived S5TS is not In research Waived NA NA
through possible over the | and Indefinitely;
1/1/08 internet. Voice development No report
over IP (VoIP) stage. Sprint | required
**REQUIRES** is
Quality of investigating
Service. Qo5 and
means that all evaluating
the associated several VoIP
data packets to determine
arrive in one acceptable
contiguous QoS levels to
stream and in support STS
order. In the calls. Sprint
“internet” world, | is also
there are many investigating
segments owned | LAN/WAN
by multiple systems
providers using where QoS
dis-similar can be
routers. Some controlled
support QoS, internally.
some do not.
There is, at this
time, no
universal,
cooperative
methodology to
address the
internet
deficiencies.
2. NA NA NA Compensabl NA Sprint
Spanish & but non- provides ASL
Retay mandated to Spanish
service. Video Relay
Service.
3. Types | NA NA NA Waived Voice over We are
of Calls through IP{VOIP) currently
1/1/08 requires Quality providing
of Service. QoS | two-line vCO
means that all and HCO

controlled at
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Waivers . | IP | IP Current Progress and VRS VRS Current Progress and
' Regulatory . - | Technology Steps Taken | Regulatory | | Technology Steps Taken
Status 1 Issue/Limitations | to Meetthe | Status - | Issue/Limitations | to Meet the
Requirement ' requirement
data packets the agent
arrive in one position using
contiguous IP or ISDN
stream and in inbound from
order, Video user
and
In the “internet” | ocutbound POT
world, there are | S to Video
many segments User
owned by and outbound
multiple POTS to Voice
providers using user. One
dis-similar line VCO and
routers. Some HCO began in
support QoS, 2005. This is
some do not. limited to
The internet certain types
cannot be of end user
controlled by any | appliances
single user. that allow
There is, at this Voice access
time, no through the
universal, broadband
cooperative connection at
methodology to end user
address the equipment.
internet
deficiencies.
Sprint offers
alternatives VCO
and HCO
solution by using
second line
(analog line)
where the Video
Interpreter asks
for a second
number to call
back using
three-way call
feature. The
procedure is
similar to two-
line VCO or HCO
call.
4, Waived Internet Protocol | Sprint Waived Internet Protocol | No additional
Emergen | through network (IP implemented | through network (IP information to
cy Call 1/1/68 network) does a "manual” 1/1/07 network) does submit
Handling not support the (directory not support the beyond our
Automated assistance Automated recent
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Waivers iP : IP Current Progress and VRS VRS Current Progress and
- | Regulatory Technology Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations | to Meet the Status Issue/Limitations | to Meet the
Reguirement ' ' requirement
Number lockup) Number submission to
Identification process for Identification the FCC,
information for 911 calls information for Current
Internet or Video | through Internet or Video | options may
Relay Services. Internet Relay Services. restrict
Without Relay. The Without interoperabilit
automated technical automated y. An
knowledge of the | chaillenge knowledge of the | Emergency
originated remains of originated database is
location of the tying an exact location of the still in
call, Sprint is not | location to an call, Sprint is not | use today for
in position to IP address. in position to subscribers
transfer 911 No additional transfer 911 who choose
calls to an development calls to an to register a
appropriate has been appropriate profile;
PSAP, made that PSAP. however,
would allow agents must
Internet Relay verify the
users to place location of the
911 calls caller, as the
through caller may not
Internet be at the
Relay. same physical
location as
the profile
indicates.
5. Speed | NA NA NA 1/1/707- 80% | Sprintis Sprint will
of of all calls exceeding the continue to
Answer within 120 80/120 service meet the
seconds level requirement
{monthly). requirement that | measured on
went into effect a monthly
January 1, basis.
2007.
6. Equal | Waived NA NA Waived The IP network The technical
Access to | Indefinitely; through does not support | challenge
Interexch | No report 1/1/08 ANI and end- remains of
ange required user billing tying an exact
Carrier mechanisms. location to an
Without IP address for
automated VRS users.

knowledge of
ANI location, and
without an ANI
to charge back
for tolls calls,
Sprint cannot
support equal
access to

However, the
very nature of
the internet
makes billing
for toll calis
obsolete.
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Waivers . { IP - | IP Current Progress and VRS VRS Current Progress and
Regulatory - | Technology Steps Taken Regulatory Technology Steps Taken
Status .. Issue/Limitations | to Meet the Status Issue/Limitations | to Meet the
' Requirement ' requirement
interexchange
carrier features
for Video Relay
Service.
7. Pay- Waived IP network does | The technical | Waived IP network does | The technical
per-call through not support ANI | challenge through not support ANI challenge
(900) 1/1/08 and end-user remains of 1/1/G8 and end-user remains of
Service hilling tying an exact billing tying an exact
mechanisms. location and mechanisms. location and
Without billing of pay- Without billing of pay-
automated per-call. No automated per-call. No
knowledge of additional knowledge of additional
ANI location, and | development ANI location, and | development
no ANI to charge | has been no ANI to charge | has been
back for a pay- made that back for a pay- made that
per-service call, would allow per-service call, would allow
Sprint is not Internet Relay Sprint is not Video Relay
processing 900 end users to processing 900 end users to
calls. be billed for calls. be billed for
pay-per-call pay-per-call
services. services.
8. Voice | Waived As explained in Sprint is Waived As explained in Sprint is
Carry through number three investigating through number three currently
Cver 1/1/08 above, voice and 1/1/08 above, voice providing
(VCO) qguality over the evaluating quality over the two-line VCO
(one- internet is not several VoIP internet is not controlled at
line) universally alternatives universally the agent
effective at this to determine effective at this position using
time. acceptable time. IP or ISDN
QoS levels to inbound from
support Voice Video user
carry-over and
calls. Sprint outbound POT
is also S to Video
investigating User
LAN/WAN and outhbound
systems POTS to Voice
where QoS user. One
can be line VCO,
controlled released in
internally. 2005, is
limited to
certain types
of end user
appliances
that allow

voice access
through the
broadband
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quality over the
internet is not
universally
effective at this
time.

designed to
connect an
inbound
internet caller
with the
called party
who uses TTY
user or VCO
as
communicatio
n between
internet and

guality over the
internet is not
universally
effective at this
time.

Walvers | IP 1P Current Progress and VRS VRS Current Progress and
: Regulatory | Technology Steps Taken Regulatory Technology Steps Taken
Status . Issue/Limitations | to Meet the Status . Issue/Limitations | to Meet the
' ' Requirement o requirement
connection at
end user
equipment.
9. Waived As explained in Sprint is Waived As explained in Sprint is
Hearing through number three investigating through number three currently
Carry 1/1/08 above, voice and 1/1/08 above, voice providing
Over quality over the evaluating quality over the two-line HCO
{HCO) internet is not several VolP internet is not controlled at
(one- universally alternatives universally the agent
line) effective at this to determine effective at this position using
time. acceptable time. IP or ISDN
QoS levels to inbound from
support Video user
Hearing and
carry-over outbound POT
calls. Sprint 5 to Video
is also User
investigating and outbound
LAN/WAN POTS to Voice
systems user. One
where QoS line HCO,
can be released in
controlled 2005, is
internally. limited to
certain types
of end user
appliances
that allow
voice access
through the
broadband
connection at
end user
equipment.
10. VCO | Waived As explained in Sprint's Waived As explained in Sprint’s Video
~ fo - through number three Internet Relay | through number three Relay Service
TTY 1/1/08 above, voice Service is not | 1/1/08 above, voice is not

designed to
connect an
inbound video
caller with the
called party
with uses
voice, TTY
user, VCO,
HCO or
anything
other than
video
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Waivers ip iP Current 1 Progress and VRS VRS Current Progress and
: Reguiatory Technology { Steps Taken Regulatory Technology Steps Taken
Status Issue/Limitations | to Meet the Status Issue/Limitations i to Meet the
Requirement reguirement
baudot because. the
protocols are videoconferen
not cing via
compatible. internet or
I1SDN
protocols are
not
compatible.
11. HCO | Waived As explained in Sprint’s Waived As explained in Sprint's Video
-to- through number three Internet Relay | through number three Relay Service
TTY 1/1/08 above, voice Service is not | 1/1/08 above, voice is not
quality over the designed to qguality over the designed to
internet is not connect an internet is not connect an
universaliy inbound universally inbound video
effective at this internet caller effective at this calier with the
time. with the time. called party
called party with uses
who uses TTY voice, TTY
user or HCO user, VCO,
as HCO or
communicatio anything
n between other than
internet and video because
baudot videoconferen
protocols are cing via
not internet or
compatible, ISDN
protocols are
not
compatible.
12. VCO | Waived As explained in Sprint’s Waived As explained in Sprint’s Video
-to - through number three Internet Relay | through number three Relay Service
VCO 1/1/08 above, voice Service is not | 1/1/08 above, voice is not

quality over the

internet is not
universally
effective at this
timea.

designed to
connect an
inbound
internet caller
with the
called party
who uses TTY
user or VCO
as
communicatio
n between
internet and
baudot
protocols are
not

quality over the

internet is not
universally
effective at this
time.

designed to
connect an
inbound video
caller with the
called party
with uses
voice, TTY
user, VCQ,
HCO or
anything
other than
video because
videoconferen
cing via
internet or
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Waivers P | IP Current Progress and VRS |1 VRS Current Progress and
: Regulatory - | Technology Steps Taken Regulatory | Technology Steps Taken
Status - | Issue/Limitations | to Meet the Status 1 IssuefLimitations | to Meet the
' ' Reguirement ' reguirement
compatible. ISDN
protocols are
not
compatible.
13. HCO | Walved As explained in Sprint's Waived As explained in Sprint’s Video
- to - through number three Internet Relay | through number three Relay Service
HCOD 1/1/08 above, voice Service is not | 1/1/08 above, voice is not
quality over the designed to quality over the designed to
internet is not connect an internet is not connect an
universally inbound universally inbound video
effective at this internet caller effective at this caller with the
time. with the time. called party
called party with uses
who uses TTY voice, TTY
user or HCO user, VCO,
as HCO or
communicatio anything
n between other than
internet and video because
baudot videoconferen
protocols are cing via
not internet or
compatible. ISDN
protocols are
not
compatibie.
14, Call Waived An Internet It is not Waived A VRS customer | Itis not
Release through Relay caller technically through utilizes a video technically
1/1/08 utilizes IP data feasible at 1/1/08 connection to feasible at
to place an this time to make an inbound | this time to
inbound call. provide call call. The VRS provide call
The Call operator | release operator utilizes | release
connects the features with a voice channel features with
outbound dialing | Internet Relay (857} to make Video Relay
voice call calls. an outbound calls,
utilizing However, dial. Because However,
Signaling System | Sprint will the two types of | Sprint will
7 {557). Since continue to calls are not continue to
these two types investigate compatible, the investigate
of calls are not new call release new
compatible, the developments feature is not developments
call release to allow technically to aliow Video
feature is not Internet Relay feasible. Also, in | Relay
technically customers to the VRS customers to
feasible. use this environment, we | use this
feature. are currently feature.

unable to
remove the
Video Interpreter
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Waivers 1P 1P Current Progress and VRS VRS Current Progress and
' - | Reguiatory Technology Steps Taken Reguiatory Technology Steps Taken
Status .~ ' | Issue/Limitations | to Meet the Status . Issue/Limitations | to Meet the
Requirement ' requirement
agent from the
middle of the call
when the
inbound video
caller reaches an
outhbound
customer who
also has video
capability.
15, 3- Waived The current It is possible Waived At this time, it is | The voice
way through Internet Relay for the through not technically customer is
Calling 1/1/08 call environment ; customer to 1/1/08 feasible to currently able
does not support | initiate a provide a 3-way | to use the
the capability to | three-way call Video Relay call. | LEC-provided
perform three- if he/she has Customers using | three-way
way calling conference VRS do not have | calling
initiated call calling the web-enabled | feature. One
from agent via capability. In ability to initiate | or two of the
Sprint IP, this case, the 3-way video calls | three legs of

operator does
not needed to
perform the
three-way
catling
function.
However, the
limitation is
that Sprint's
Internet Relay
Service will
handle only
one TTY user
{and
uniimited
number of
voice users)
when using
three-way
calling via
relay service,
It is possible
to have 2~
lLine VCO via
Sprint IP
using user-
initiated
three-way
calling.

because of the
limitations of end
user eguipment.
Features of
customer
premise
equipment are
not under the
control of the
VRS provider,
and therefore
the VRS provider
cannot control
the
establishment of
a three-way call.

the call can
be engaged
as they would
without VRS
being & part
of the call.
VRS is
transparent to
this process.
The VRS
agent who
receives an
inbound video
connection
has the ability
to out dial to
multiple voice
parties to
create a
three-way call
of which two
parls are
veice and one
part is video.
The VRS
agent
platform is
however,
unable to
support a
three way call
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Waivers 1P IP Current Progress and VRS VRS Current Progress and
Regulatery . | Technology Steps Taken Regulatory - | Technology Steps Taken
Status i Issue/Limitations | to Meet the Status - .. .| Issue/Limitations | to Meet the

' Reguirement o requirement
between two
video
customers
and one voice
user at this
time.

16. Waived Sprint’s current Customers Waived This service is Individuais

Speed through Speed Dial can maintain through currently using TV-

Dialing 1/1/08 system is their own 1/1/08 available for VRS | based

supported by speed dial list customers who videophones
ANI driven on their choose fo use do not have
customer profile. | computer and our webcam this web-
Without being paste the based product. enabled
able to identify phone They can create | ability to
the customer's number on a speed dial list speed dial
ANI, Sprint is the web prior online and through VRS
not able to to the call. greatly improve because of
access the The phone the efficiency the limitations
preferred speed number will and connect time | of this type of
dial list. be pre- with the end user
populated to outbound party eqguipment.
agent’s through the Features of
dialing Video customer
window for Interpreter. premise
efficient call Individuals using | equipment
processing. TV-based are beyond
videophones do the control of
not have this the VRS
web enabled provider and
ability to speed determine
dial through VRS | how the
because of the customer can
limitations of this | interact with
type of end user | Sprint’s
equipment. platform.
Features of
customer
premise
equipment are
beyond the

control of the
VRS provider
and determine
how the
customer can
interact with
Sprint’s
platform.
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Waivers P : IP Current Progress and VRS VRS Current Progress and
| Reguiatory Technology Steps Taken Regulatory = | Technology Steps Taken
Status - Issue/lLimitations | to Meet the Status Issue/Limitations | to Meet the
' o Reguirement B - reguirement
17. NA NA NA NA NA NA
Providing
Service
24/7
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Appendix M: Sprint Relay Fact Sheet

Sprint Relay
www sprinrelay.com

Sprint is the leading provider of relay services in the United States so that those who are deaf and
hard of hearing can have anytime, anywhere communications. With 16 years of experience in
providing Telecommunications Relay Services (TRS), Sprint is the relay service provider for 31
states plus the Commonwealth of Puerto Rico, New Zealand and the federal government  Sprint
has been awarded the following state TRS contracts:

Alabama Indiana New Mexico Texas
Alaska Illinois New York Utah
Arkansas Massachusetis North Carolina Vermont
California Minnesota North Dakota Washington
Colorado Mississippi Ohio

Connecticut Missouri Oklahoma

Delaware Nevada Oregon

Florida New Hampshire South Carolina

Hawaii New Jersey South Bakota

TRS enables standard voice telephone users to talk fo people who are Deaf, Hard of Hearing or
Speech-disabled on the telephone. Under Title 1V of the Americans with Disabilities Act, all
telephone companies must provide free relay services either directly or through state programs
throughout the 50 states, the District of Columbia, Puerto Rico and all of the U.S. termitories. Sprint
Relay's experience in the field provides the assurance that all services delivered will meet or
exceed Federal Communications Commission mandates for TRS.

Sprint Relay Services

Traditional relay services involve a relay operator serving as an intermediary for phone calfs
between a deaf, hard of hearing and speech-disabled user and a hearing party. The TRS operator
speaks words typed by a deaf user on a fext telephone (TTY} or via the Intemet and relays the
hearing person's spoken response by typing back fo the deaf user.

Emerging Technology:

Under the Americans with Disabilities, all telephone companies are required to pay a percentage of
the morney that they collect from their subscribers into a national telecommunications relay services
fund. This interstate fund is administered by NECA (National Exchange Carriers Association).

Currently, two technologies are funded through NECA — video and Intemnet relay services. There is
strong competition in the TRS industry due to the fact that no state contract is required in any state
to process calls through the Intemet

Video relay services (VRS}) provides American Sign Language (ASL) users with an attractive
alternative that offers them the opportunity to communicate by video conferencing using ASL. their
native language, which may be preferred over the traditional TTY relay service. VRS requires
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users o have a personal computer or television monitor, a Web camera or videophone and high-
speed Intemet conneclivity such as cable and DSL. Sprint Video Relay, powered by CSD
(Communication Services for the Deaf), is a free service through the intemet that enables the deaf
or hard of hearing user fo communicate in ASL to a hearing or standard telephone user. Sprint
Relay and CSD launched the first nationwide Video Relay Service in May 2002. To connect with a
video interpreter, visit www.sprintvrs.com

Sprint IP Relay is also a free service that combines TRS with the ease and ubiquity of the Intemet,
allowing users to make calls from any PC or selected Web-enabled Internet wireless devices
without having to use traditional TTY equipment. Sprint IP Refay users also have the flexibility of
using AOL Instant Messenger to access Sprint IP Relay. To connect using a website, go to
www.sprintip.com

. To connect using AOL Instant Messenger, send a 10-digit number to the screen name SprintiP.
Both access methods will connect the caller to an experience Sprint Relay operator.

Sprint IP Wireless Relay is a new service that allows customers who are deaf, hard-of-hearing or
who have a speech disability to use wireless relay services on a select number of wireless devices:

1) BlackBerry phones (with an operating system 4.0 or higher). Customers can use this
service to communicate with any standard or mobile felephone user in the United States
via a free downloadable application at www.sprintrelay.com/download/ Users
simply select a contact from their address book or enter a phone number with
accompanying text instructions to a Sprint IP Relay Operator.

2) PPC6700 devices — To download the free Sprint IP Wireless application, go to:
www sprintrelay.com/download/treo.

Sprint IP Wireless allows users to have the mobility to make a relay call when they need to without
a TTY or computer and can be assured the connection is with an experienced Sprint Relay
operator.

CapTelS" (Captioned Telephone) relay service is a leading-edge technology developed by
Ultratec, Inc. of Madison, Wis., that allows people fo receive both voice and text captioning, nearly
simultaneously. A special, CapTel-equipped phone is required in order to place a call through the
CapTel relay service. The CapTel phone works like any fraditional phone with callers talking and
listening to each other, but with one very significant difference — captions are provided live for
every call. The captions are displayed on the CapTef phone's built-in screen so the user can read
the words while listening to the voice of the other party. For more information on CapTel, visit
www captionedtelephone.com

Relay Conference CaptioningS", developed by Caption Colorado, combines real-time captioning
and standard relay service to provide relay conference captioning calls for deaf and hard-of-
hearing individuals (in parficipating Sprint Relay state programs). By using an Internet Text
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Streaming platform supported by skilled captionists, RCC provides highly accurate real-time
captioned text for any live conference call.

For more information, please visit www.sprintrelay.com
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Appendix N: Copy of TSP Press Release
Media Contact:

Stephanie Taliaferro, 913-794-3658
stephanie.c.taliaferro@sprint.com General Press Release

Sprint Completes Voluntary Telecommunications Services Priority Program
Enrollment for Relay Network

OVERLAND PARK, Kan. — November xx, 2005 - Sprint (NYSE: S) today announces that
it has completed the final milestone in enrcling Sprint's telecommunications relay service
(TRS) in the FCC's Telecommunications Service Priority (TSP) Program. Sprint TRS,
communications services available for individuals who are deaf, hard of hearing or have a
speech disability, is comprised of a network of call centers geographically disbursed
throughout the United States.

Effective October 31, 2005, all 14 Sprint Relay call centers were successfully activated
under the TSP Program. Unlike other TRS providers, Sprint's TRS network is designed to
reroute traffic to other Sprint Relay centers across the country to continue uninterrupted
service with minimal customer impact.

“In less than five months, we were able to complete the implementation of the FCC's TSP
program,” said Mike Ligas, director of Sprint Relay. “Sprint is dedicated to providing
effective communications services for individuals who are deaf or hard of hearing and we
recognized the urgency to ensure reliable communications during emergency situations.”

In 1988, TSP program was established to prioritize the restoration of felephone service to
critical facilities and agencies at times when telecommunications companies are typically
overburdened with service requests, such as after a natural disaster. In the event of a
regional or national crisis, the program restores telephone services most critical to national
and homeland security on a priority basis.

Sprint Relay Portfolio of Services

Sprint has 15 years of experience in providing relay services to persons who are deaf,
hard of hearing or deaf-blind or who have a speech disability to communicate with hearing
persons on the phone. Sprint offers relay services through an intelligent platform to the
federal govemment, 30 states, the Commonwealth of Puerto Rico and New Zealand.
Sprint's experience in the field provides the assurance that all Sprint Relay services will
meet or exceed Federal Communications Commission requirements for
telecommunications relay services (TRS). Relay service is available 24 hours a day, 365
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days a year, with no restrictions on the number of calls placed or call length For more
information, visit www.sprintrelay.com

Sprint Government Systems Division (www.sprint.com/government) is based in
Reston, Ya., and offers the full range of Sprint product and service offerings for federal and
state government customers.

About Sprint Nextel

Sprint Nextel offers a comprehensive range of wireless and wireline communications services to
consumer, business and government customers. Sprint Nextel is widely recognized for developing,
engineering and deploying innovative technologies, including two robust wireless networks offering
industry leading mobile data services; instant national and international walkie-talkie capabilities;
and an award-winning and global Tier 1 Internet backbone. For more information, visit
www.sprint.com.
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Appendix O: TRS Information in Telephone Directories

How to

Digging or

Drilling @/
Hours: 7T am.-6pm,

Monday - Friday

EasyOptions® Services
Instructions from AT&T
{Call Wailing, Call Forwarding, etc )

AT&T Directory
Assistance

AT&T Birectories

@ g

TDRD Service Center

For heating-impalred or
speech-impaired cuslomers

Arkansas

Relay Service

For commemication between TDD
users and hearing persons
Answered 24 hovrs

)

bk.*ﬁ‘

Belore you dig or drli on your proparty, call fo aveid damaging your lelephons and ethar undergmund
lings Please give 48-hour nolice as required by slale faw. . . ... 1-800-482-5980
For alter-hours emamencies only, tal our Repalr Senvice Center.

Visit us on the web 2 wewattcon;
Visilenes en a web on hiipdhwww,att.comfespanol

To ordar custor: calling featiszes for your homa, fad out abowt our products, check the stallss of your
home bt or report fiouble on your fine through an intemctive systemorcell. . 1-888-544-8847

Avalizble 24 hours for your convanience for resigence and singla-fine business customers
{Instrecziones son disponitée en Espaol)

Forlocal aumbers . . . . BN o - B 1
For long-distance numbers. - . . . . Jbiei14n
For Area Codes . . e [P . Da1-411

Foz andilional copies of your focal ATRT direclory, cal e .. 1-BOD-TeR-2888

ATAT direclaries for other areas may be ordared for an atdifonal chargs.

Fez all matters, Including repa!r. relal:ng i ynur phona senvice
[TDD susnber} . . . 1-800-324-4399

B0 phone aumbers wark anly vhen caling fom a Telecommunications Device {or the Deaf {TDD). 14
8 THD s not avaliable, plaase ask & heasing person 1o eall 1.600-208-2020 for matlars involving your
service of bill end 1-B00-248-8464 for repairs o your line

Telecommunication Relay Services Dial 711

i you have 2 TDD and need to 4alk ta someono who does not hava one, or if you do pot have a TR
and need to tafk to someona whe does, please call these numbers for assistanca in mlmng 8

messags:

0D . — P Coe e e T ori-800-285-1131
Voics . w1 or 28002051121
Cusfomer Ssrvice Gsnlar and Re;Jasr [TTﬂ'DD) . . 1-800-324-4359
7DD Cperaior Assistance . .. .. 1-800-855-1155

When using Felsy Arkansas from g pay phuna, Incal calls wlll be 1ree uf cha.igs Calling cards may ba
usad for toll end iong tistarce caks and the calt wil cost no mare than If you used colns. Colles! calls
may be placed by providing the Communieations Assistant your name and tha area code and
tatephone rumbat thal you wish to call

Visit our websHa at www.att.eom 3
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Appendix P: Copy of Telephone Bill Inserts

WhAT 15 ARKANSAS RELAY?
—ARS s a FREE sanvica that provides the bes! possible
solufions for people who are Deal. hard-of-hearing, deal-
blind. or have a speech disabilily, in ordar lo have com-
municatlons by {elephone with people who have narmal
hearing

—Accessibia by just dialing 744--avaliable 24 hours a day.
evary day of the year {rom anywhere in Amarica.

—~Able to make Relay cafls to almosl anywhere & the
world with no rasirctlen on the number, fength or lype of
call Users pay for long-distance charges only

—All calls are 160% confidential and no records of any
conversatlons are retalned
TYPES OF RELRY SERVICE DFFERED:

¥ TTY Reuar
Vinro RELAY

SPEECH-TD-SPEECH
¥ Reear On-Livg

* CarTel Sewvice WIRELESS RaLay

* Seansi RELay InTERHAnOHAL Tt
¥

¥

Vowce Canny Ovza Recar ConFEAHEE
Heanme Canny Over Carrionme

We Help Bridge the Commatications Gap

For more Information go io wwvarkansasrefay.com or
corttasl  Tommy. R Walker@mail sprint.com

Active | Retlred Federal Employoes, Valerns,
and Indian Tilbes, ge to www.lis.nsa.cavilrs
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You may qualify for Free
assistive telephone
equipment through the
Arkansas Telecommunications
Access Program

If you are an Arkansan who has problems us-
ing a standard telephone because of a hearing
loss or disabitity, you may ba eligible for FREE
assistive devices 1o help overceme this difficulty.
To learn about this free program and verify your
eligibility, fili out this form and return {0 address
below. TAP Is a service of Arkansas Rehabilita-
fion Services

TAP
2201 Brookwood, Suile 117
Litie Rock, AR 72202
P 1-800-881-44B3 {V/TTY)
501-686-9603 {VITTY)
or visit us a} www.arkansas-can.org

—~
o

Tyt mnfit.
:_‘_‘ i

Hamo
Addrass
AR
Clty State Zip
Phong
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Appendix Q: Copies of Relay Newsletters
N/A
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Appendix R: Copy of Annual Report or Other
N/A. Not Required by Arkansas.
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ts

Isemen

Copy of Relay Brochures or Other Adverti

Appendix S

What is TAP?
ThoTelacommymucationg Accesa frogram
provides telsphane equipmant 1o elipible
Azliansans whe org
¥ denf, hurd-ol-haazing, or deal-hlind
¥ hove 2 spaech disability
¥ have & visuai, mohility, or soanitive
Impairmant thet prevents ik from
using & stondard telephone.

Who can apply?-
Anyose can apply whe meols

the follewing four cHteriat

+ Arkansas resident

¥ Prool of telaphens service in your home
¥ Incoma aligihitity

+ Disability cantified by a quolified

prolagaianai .

Evan { you do nat et in;ﬁma oligibliity,
a shored cost eption is avaitabla,

“How do | apply?.

To racalve an epplcaiion, contact TAP:
» 561-506-989F {Veren/TTY]
b 8083015453 toil-fros {Voize/TTY}

Telecommiunications
Access Program

E0LE86-8593 (Volea/TTY)
BOO-131-4463
whvw,atkaneas-wcan.org/TARREM

Admmistered by
Askanzus Rolabiliation Services -
T20% Brockwaed Or, Suita 117
Lirgo Rock, AR 72202

Federal CapTel

If you're an active or ratized Fedorat employes,
Caphnlize Veteran, or U5 Tibel mamber viio
lsag 1zoublo heazing Siaarly owver the phene,
Fatfaral Relsy naw offees Cogtioned Talephone
{Cep TRl Servics tor use with the “caplionad
teipphane.” -

Want a free CapTef Phone?

- G384 ks working with Sprint 1o provide up ta -
{ifty (50} froe CapTedphones {picturedon tho

rgverso side} avery mont.
‘o apply tor o lren CapTe! phenn: .

- » Eall BES26-747F .

» Vicil wavw.coptionadielephope.comy
avaliahility/faderal phitmi - .

Have CppTof questions?
Need Gustemer Servica?

Coll toll fren BE8-402-34T7

26 Coiposumy Hit Delvn
Linlg Rock, AR 72305
Volce: 5852211285
TYY: 501-221-3278
Fax: 50%-221-32481
Taoli Frea: BEO-235-1B95{TTY anly!
\ideophone: 63.150.352.208
Emaik Temmy A Watker®spnint.oom

Atdanses Relay 3 peovided by Spoink

EapTed 24 and CapTul™ Sio ademaiks of Uliasee, [ae,

s

Like CRREIONING

- for television?.

Youlll love it for your.

phone calis!

CapTel gives hard-of-hearing
Americans their

What is CapTel Relay Service?

» Tha szrvice 15 ssmilar 1o captioned
1eleviaian, Spoken wordls pppear as
wiitien text lor you to rasd.

+ Din} the person yeu're calling direetly.

* Dapltons eze provided Hye {or every phone
eoll. They are displayed on yaur CapTo!
sthonp's buift-he sereon los you o read
a3 you listen to your colicr's veice,

+ CopTal Aclay Service i provided free of
champe® through Rolay Atkansas,

* - The CopTei phonels avatlablo thraughTAR

- O, purzhaso a phone onlina fromWEl at
caplianzdrziaphoas.som -

*CapTaluivit ste
respangtits tarner
own fang distones
ELEITEN

127



" The Cap¥el phone 15 simple to install,
Just unplug your old phone xad plug in
the CapTal phans There 3¢ ng nddifienal -

* llpe charges associsted with uso of the
CapTetphena, .

» Ponclul ampliicolan vwith valdme ot
fop XS0

» Adjustebis tooe & valume conkinl

¥ ALy 10 rovIsW ERDINNE Fnmg B ACT 4 call
$500 Kz 6l merresy ean b sty edf alter loages) upi

¥ %ling, cantrgs-connalicd LED coasn
+ Speed dixing (3 progammatily numbicrs)

b Laad nmies peidal (
b Adjuateliba ringet pitch opeell

» 5 H 1graphi meler, lindizator

hzes yoi Th 13uadnies of yout vode wtif SDuade funng
Acapupnpd eall]

b Gptioaal 15 mm audin ek luse wath neckionn, comilear
WAL palch eord, and Biher assittive fishetsng deviees)

» 5330k 10 Spaneeh caphung avalable
¢ Amilily Abeayz ON® optinn

¥ Saliwarg bpgesnax £30 a st sty
Lo yeswr phene awer yodi ghons ing

b Easy toerte 12 woico mall & istoractive efephons
mene cyslenia

3 Abiliy Lo coplbin VAL 18Rt eiile
ansnoring mazhing mezzages

Every i £

sinnply wrr ol the eapiisa faaturs to
use 22 3 Iesbtest plioso

CapTef Captioned ?elepﬁone_
lets you communicate with-

- \\\\\\“\}32})- -
@g

28/ Bright, easy-lo-read
E . display e -

V- Simultanecusly hear

- your ealler’s vaige <.

-and raad captions
.. -. ofsvarything your
- “caller says to you -

V' Functions.as anormal

_u‘se,it:"_,,:' S

telephoné so everyone can

-How to make calls using vour.
 CapTeiphone-

£apTof phanao vsors piaca a <all the same
wny ey do when wing 2 reditions ghong,

Tha Coplef phone sutomatically connects
16 Arkansas Relay's CapTof retay 2anlor ax
you dial.

When the person youo're calling answars,
yau hoar everything thoy hefshe soys, st
like & iraditionst phone cal,

Buhind the scanas, an operator 2% \he CapTef
rofay conter zonseribns avarything the other
pasty 63vE 1o YOu 1MiG vritten 12x1 {ceplions)

using the vere-recognitan techaclogy,

Tho caplions appear an a bright, sasy-in-

rond tiaplay windove buill Infa your CupTal
- phone, Because ceptions appesr almest -

almud Iy witls spaken Q.

How to recelve calls with
your CapTel phone..

Furyoune reenive captiohs on an insoivng
cail, the person calling you must first diol the
LapTeiNelzy Service toll free a1 B77.243.2423,
When prompied, they should then enter your
phonu numbes.

Colis recoived through the CapTelrelay service,
as well o5 standard voice calls, bre answared
1he same way—by 2iinply picking up the band-
se1. Il the insoming sell was placad through
Arkiansas Cap el Relay Ssrvicn, your CanTaé
phone sponsatcally provides ceptions
throughout she convassatian,

Can | get captions on my
current telephons?.

No. Capilons connol be displayed an o reguiar

Lopled users undesstand the entire conver-
saticn—by hanting and reoding . .

1 Yau talk Lo the caliaz.

wiept The CapTel bias 3 builtdn
display sceeen ang sophisticated elecironics.
It aiso utos Internal sohiwors 1o process simul-
teneous volce and text and to tapley saplivag
praperly. .

CapTef Relay Service work?

Othar caller
o .

2 Callo yoplies and yeu lislan,

... toryouto reed
on your CapTel display,

4 ... ond transeribed
45 taphions . ..

Captlnnst

—

3 Evipryibing the
calier soyy i
sent through
the Captening
Service. ..
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Appendix T: Copy of Legislation or Other Establishing TRS in the State

ACT 1080 OF 1997

For An Act To Be Entitled

"AN ACT TO CREATE THE ARKANSAS DEAF AND HEARING IMPAIRED
TELECOMMUNICATIONS SERVICES CORPORATION; AND FOR OTHER PURPOSES."

Subtitle

"AN ACT TO CREATE THE ARKANSAS DEAF AND HEARING IMPAIRED
TELECOMMUNICATIONS SERVICES CORPORATION."

BEIT ENACTED BY THE GENERAL ASSEMBLY OF THE STATE OF ARKANSAS:

SECTION 1. {a) There is hereby created the Arkansas Deaf and Hearine Impaired Telecommunications

Services Corporation.
{b) The corporation shall be governed by a seven (7) member board of direciors appointed by the Governor

as follows: three (3) shall be representatives of the deaf and hearing impaired community: and four (4)
shall be representatives of Arkansas local exchange carriers.

(c) The Joint Committee on Advanced Communications and Information Technology shail provide the
Governor with a list of two (2) names for each position and the Governor shall make appointments from the
recommendations of the commiitee no later than June I, 1997

{d) The initial appointments shall be for such terms as will result in two (2) serving a gne (1) vear term. two
(2) serving a two (2) vear term and three (3) serving a three (3) year term. All successors shall serve three
(3) year terms.

{e) The Governor shall desipnate one (1) of the board members to preside over the initial meeting of the
board, at which meeting the board shall elect a president. a secretary, and such other officers as it deems

appropriate.
(Y Members of the board shall serve without compensation. but may be reimbursed for reasonable

expenses except that no corporate money shall be used for out-of-state travel expenges.

{#) All vacancies on the board shall be filled in the same manner as the original appointents.

SECTION 2. (a) In order to ensure broad representation and a guorum. all board members have a
responsibility to attend all regular or special meetings of the board.

{b) A board member shall be subject 1o removal from the board in the event the member shall fail to present
to the Governor a satisfactory excuse for his absence, Unexcused absences from three (3) successive
regular meetings, without attending any intermediary called special mesgtings. shall constitute sufficient
cause for removal,

{c) Removal of board members shall be in accordance with the following:

{1) Within thirty (30) days after each regular board meeting, the secretary of the board shall give written
notice to the Governor of any member who has been absent from three (3} successive regular meetings,
without attending any intermediary called special meetings. The secretary's nofice to the Governor shall
include a copy of all meeting notices and attendance records for the past vear. Failure by the board
secretary to submit the notices and documentation required by this act shall be considered cause for

removal by the Governor in accordance with the procedures set forth at Arkansas Code § 25-17-210.
2) Within sixty (60) days afier receiving the notice and supporting documentation from the board
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secretary, the Governor shail notify, in writing, the board member of his intent to remove the member for
cause. This notice shall suffice for the notice required in Arkansas Code § 25-17-210(a).

(3) Within twenty (20} days afier the dale of the Governor's notice, the board member may reguest an
excused absence as provided by this act or may file with the Governor's office notice that the member
disputes the attendance records and the reasons therefor.(4) The Governor shall grant an excuse for illness
of the member when verified by a writfen sworn statement by the attending physician. or other proper
excuse as determined by the Governor.

(5) If no rebuttal is received or other adequate documentation submitted within twenty (20) days after the
date of the Governor_s notice, the board member may be removed in accordance with the provisions set
forth in Arkansas Code § 25-17-210.

{d) Any board member referred to the Governor because of excessive absences under the provisions of this
act shall not be entitled to any expense reimbursement for travel or attendance of any subsequent meefing
until the board receives notification from the Governor that the member has been excused for the absences,

SECTION 3. The board shall levy assessments on all providers of local exchanse service not to exceed ten
cents ($0.10) per subject access Hne per month in order to fund the services provided by the corporation,

The board may adjust the assessment in January of each vear but at no time shall the assessment exceed ten
cents ($0.10) per subject access line per month, The assessment shall not be levied on more than one

hundred (100) lines at any single customer location. The assessment may be collected by the providers of
local exchanee service from its customers and transmitted monthly to the board and the board shall deposit
the same into a financial institution anthorized to accept public funds. The assessments levied by the
corporation shall not be considered a tax and not affected by anv laws of this state poverning taxation. nor
shall the assessments be subject to any state or local tax or franchise fee,

SE("T!ON 4. The corporation shall:

rovide telecommunications relay services {including. bui not limited to, services that enable two-wa

cummumcatlon between an individual who uses 3 TDD or other non-voice terminal device and an
individual who does not use such a device) for persons who are deaf, hearing impaired. deaf/blind. or

severely speech impaired;

(2) take other actions necessary and proper to provide telecommunications services to persons who are
deaf. hearing impaired. deaf/blind. or severely speech impaired;

(3) have perpetual succession as a body politic and corporate, and to adopt bylaws for the regulation of the
affairs and the conduct of its business, and to prescribe rules, regulations, and policies in connection with

the performance of its functions and duties:
(4) adopt an official seal and alter it at pleasure:

(5) sue and be sued in its own name and to plead and be impleaded:

(6) make and execute contracts and other instruments necessary or convenient in the exercise of the powers
and functions of the authority under this act including contracts with persons. firms, corporations. and
others;

{7) purchase insurance: and

(8) do any and all other acts and things necessary. convenient. or destrable to carry out the purposes of this

act and to exercise the powers eranted to it by this act.

SECTION 5. The corporation shall not employ any person as a salaried employee but shall rely upon
volunteers and professional services obtained by confract. No corporate asset may be used to purchase or
lease any real property nor is the corporation authorized to incur any indebtedness,

SECTION 6. The corporation may maintain an office at such location as it deems suitable,

SECTION 7. The corporation shall be audited annually in accordance with senerally accepted accounting
procedures and file a copy of the audit with the Legislative Joint Auditing Committee and the Public

Service Commission.
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SECTION 8. Within thirty (30) days afier the first meeting of the board, it shall cause articles of
incorporation be filed with the Secretary of State.

SECTION 9. The purchase of telecommunications services by the corporation shall be by competitive bid
using procedures substantially similar to the state purchase law,

SECTION 10. The board shall transmit to the Legislative Council, the Governor, and the Public Service
Commission an annual report of its activities. The annual report shall be filed by March 31st of each year,
SECTION 11. (a) The provisions of this section apply only tg telecommunications corporations with fewer
than ten thousand (10.000) access lines which have elected tg become a Section 12 company pursuant 1o
Act 77 of 1997,

(b)) All such telecommunications companies currently making comtributions which affect the Arkansas

Intrastate Carrier Common Line Pool (AICCLP) and/or the Arkansas Intralata Toll Pool due to prior
review shall not be required to continue making such contributions eflective upon the company's election as
a Section 12 compar wrsuant (o Act 77 of 1997. Provided if the company discontinues makin
contributions (o the Arkansas Intrastate Carrier Common Line Pool (AICCLP) and/or the Arkansas
Intralata Toll Pool, one percent (1%) of contributions that would have been made to the Arkansas
Intrastate Carrier Common Line Pool (AICCLP) and/or the Arkansas Intralata Toll Pool for ten (10)
months will be paid for start-up costs to the cooperation provided for in this acl,

SECTION /2. All provisions of this act of a general and permanent nature are amendatory to the Arkansas
Code of 1987 Annotated and the Arkansas Code Revision Commission shall incorporate the same in the
Code.

SECTION /3. If any provision of this act or the application thereof to any person or circumstance is held
invalid, such invalidity shall not affect other provisions or applications of the act which can be given effect
without the invalid provision or application, and to this end the provisions of this act are declared to be
severable.

SECTION /4. All laws and parts of laws in conflict with this act are hereby repealed. Provided however, to

the extent any provisions of this act conflict with any provisions of Act 501 of 1995 the provisions of Act
50] shall prevail.

SECTION 15. EMERGENCY. It is hereby found and determined by the General Assembly that the deaf and
hearing impaired citizens of this state have inadequate access to telecommunications services: that this act
will enhance the delivery of telecommunications services {o the deaf and hearing impaired citizens of this
state, and that this act should go into effect as soon as possible. Therefore,_an emergency is declared 1o
exist and this act being immediately necessary for the preservation of the public peace. health and safety
shall become effective on the date of its approval by the Governor. If the bill is neither approved nor vetoed
by the Governor,_it shall become effective on the expiration of the period of time during which the
Governor may veto the bill, If the bill is vetoed by the Governor and the veto is overridden, it shall become
effective on the date the last house overrides the velo.

/s/Hopkins

APPROVED:4-03-97
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134



gl

TR5 COMPLAINT LOG

Arkansas Deaf ord Heanng impared Telecommunialion Serwce (AOHITS)

Reporting Pericd
Junet, 2001, - Mav 31, 2002

NO, DATE OF NATURE QF COMPLAINT DATE OF RESOLUTION
COMPLAINT RESOLUTION
1. 10/5/01 The cuslomer spoke to s 101511 The supenvisor apalogized {or sny
suparvisor and lold her that inconverignca, and promised lo
the CA (znd gave her number) file the complamt and spealk wilh
was a vary bad typist and the CA. She alsa supgested lhere
should not be laking any couid have baen sislic or some
relay calls. kind of interference on the fine.
The superviscr spoka with the CA.
Sha did nof racall any typing
problems with any customer, and
did nel even rememberng having
{0 repeat anything io customers.
2.} 10/16/1 The cusfomer ashed for 2 10/16/01 The supervisor discussed the call
supenisgr dunng the call. She with the first CA. She sald she
had recewed IRls reiay call, did not give tha axplanation because
answering s is ... GA", the cuslemer used "GA" when she
50 lhe GA had no! qwven her answared ihe announcememn of {he
the firsi lirme user explanation. cail. She had spoken {ouder bocause
She was upset that the CA the party said she could not hear her.,
had nal explamed relay lo her Sha sald the called party was trying
and did not know why she fad iz Inlerrupt the calling parly jo gst &
fo use GA evary lime. number, bul she had foid her she was
She also szid the CA had tict able o do that since we capnol
“raised her voice.” She askad lype a response unllil the iy lypes
that another CA complete lhe GA. The supervisor did teil the
cali. customer she was serry for any
problems, and did grant her roguest
{0 provide anolhsr CA to complele
Ihg call.
3.} 10724101 The customer spoke loa 10i24101 The supervisor apoicgized for any
supervisor ang said she had trouble. She did also commit 1g
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TRS COMPLAINT LOG

Arksnszs Des{ and Heailng Irmpaved Telecommmmication Service {ADHITS)

Reporing Penot
June i, 2001, - May 31, 2062

irnied to gad i 10 tha canler, check the equipment far any
snd the phona had rung for problams. She also advised the
7 minutes straight with no customer to hang up and radial if
answar. She was Irving le wa do nol apswer in & few mvnules
call a deaf friend to warn of The stperyisor did find one piece
bad waelher. of equipmand that had malfunclioned.
and Immedialely corregied il
4. 11/9/01 Tha customsr typsd o the CA 119101 ‘The suparvisor advised the customer
“Arg you a niggez?" Sha cailad {hat this iznguage was nol
the supervisor [ faik lo the appropriate, and if used in the future
cusiomer, Again, iha customer the CA could or would hang up. He lyped
typed " My fends don't e "l wifl not usa ralay becuz there are
fo call because nigaars work ruggers wark there.,” The suparvisor
there.” disconnected the line, bui did not
gat the fuli calling numbsr.
She advised tha CA 1a el supervisor
know if any problems in the fuiure.
5.} 11718481 The cuslomer spoke with a 114181014 The superviscr apologized for the
supervisor and said ho had garbling, and she did advise that
been having rouble with the ralay centar message with the
|geliing the CA number, and CA number printed sutomatically
was only recelving ypon enswenng. She also advised
"QXWZ45" {hat excessive beckground nose con the catiers
end could inigrfere with the message, She sawd
she would {all; with the CAs on duly and also
check for any equipmeni problems, She filad the
report and investigated for problems, but found no
Iroubie or any CA report of garbled messagss.
6.} 1428101 |The cusiomer spoka to 8 11/28/01 The supervisor filed the report wifl the
supervisor to repart that a CA manager on the CA {cusiomer had
had been very rude and dis- provided her number}, The manager
2




LE]

TRE COMPLAINT LOG

Arkansas Teal and Heanng impaired Telecommunitalisn Service (ADHITS)

Reporing Pariod
Junet, 2001, - May 3%, 2002

n:plive durng hercall, The mel with the CA lo discuss the call.

CA had lold her that she was The CA said the VCO user was

"blasting her ears ofi.” She did taiking loudiy. The manager

have ihe CA number fo {opor, explained that with keanng loss, a

and wanied a manager (o calt speaker is not able (¢ monitet voluma

her back about this. in speaking. She also suggested
ather ways lo use headsei adiustments
o make the loudnass asceplable,
The maneger did call {he cuslomer
o agan apologize and repori the
meeling wilh ihe CA lo the cuslomer,
She seemad satlstied with the
resoitdion.

7.} 12112187 The customar spake {o 3 1212101 Tha supanvisor did apologize for the
superviser to repet that he inconvenignze, and filed the repor
lelf the CA hed disconnecled to investigale, Shs did taik o the
hit eatiy, and he had naver CA, wha said \he mdicator that the
golten the opporiunily io make calisr had hung up appeared on her
g subsequat ¢all. Me provided sereen, 50 she did not ask iora
the CA number. subsequent call, bl proceeded 1o

release the iina.

B.) 2122162 The customer called on the 2122/02 The supervisor advised the customer
Cuslomer Service Line lo lst wa would investigata tha siiuation and
us know she had irsd 12 imas have lhe ARS Cutreach Manager

{oeivenn 4 and 5 gn 2/21 and did coniac] fer. Locking ai the records,
niol get answer and wanted 1o we had nof besn busy during that
know why. lims perind. Tha centar's equipment

3
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TRS COMPLAINT LOG
Arkansas Dexi and Heaong impalod Telecormmuncalion Senvicn (ADHITS}
Regoriing Pencd
Jumet, 2601, - May 31, 2002

maintenance coniraclors were
cafled 1o check oul any problems,
No troubla was found to expiain this problem.

9. 38102 The customer ¢alled on the 3802 Tha supervisor explained that il was
ARS guglome? ssrvice ling not gur policy 1o [ust repealedly read
fo say ha was upsel thal the the same message for every call.
CA woult not repeat lhe same The supervisor did file Ihis repor for
message lo every subsequent the cenler 2nd foid the cusiomer
call he made. she would make sure the manage-

ment isarm would seg il

40 3/9/02 The cusiomer advised e 379102 The supamviser apulogized for any
supatvisor that she was not protiems, 8nd did commil tg fle
happy wilh (his CA (currently s rapart,
on lingy. She had gven 3115102 The CA's menager me! lo discuss
inslructions 1hat she did.not tha call. The CA feit there was
want v leave a message if nelhing wrong with the way the
an answerlng maching was call had been handled since lhe
raached. Tha CA had typed insiructions ware lo not leave @
the enswering maching messzaae. not to give ng massage.
m ge when it was reached, The mansger reviewed with the CA
and she felt the CA had not somie more appropasls cusiomer
handled it comecily. She also service respenses &5 well as discussing
falt the CA was vary defansive the corecl procedure. The complaint
and did noi have the right was recaorded In the CA's Tilg,
ailifude.

11.) 315002 The cuslomer calfled on the I5/02 The supsnvisor immediately met with
ARS cuslomer service jing, the CA lo $ae whal had happened.
She said thal al 2 25 PM she The CA could noi remember any
had received a call from ARS, calls Lha! gol disconnected from
b 3 times it had repeated the line of thal any call had a
the ennouncemenl snd then problam cosnecling with her.
gong blsnk {disconnecled).

She asked thal we check wilh




TRE COMPLAINT LOG
Arkansas Des! and Heonng mpared Telecommunication Serice (ADHITS)
Renoriing Period
Juned, 200¢, - May 31, 2002

6f1

a CA {gave the aumber) 1o
see whal was wrong wilt the
line.

12} 4/18/02 . |The cuslomer called the ARS 4/16/02 The supemvisor apologized for the
customer sarvics line to say rouble, and did file the report with
she had not been able {o get lhe managers.
in 1o lhe centar ior some time 4717102 A menager colled the customer

1711, and she asked thela lo regort thal he center had been
{manager call her back {o et her very busy at thal ime. _The super-
know what happened. visor had aiso found one of the PC's
had malfunctionad, and corrected il
immadiatsty,

13.) 412002 The cuslomer spoke to a 4120/02 The supervisor apolograd for the
supervisor to report that she problem, and did promise o file
gol 8 "busy” on her phone [he complaint.
aller cannecling io he cenler 4132102 The GA’s manager discussed the
and fell the CA had hyng up calt wilh her. She sald she did
on her{provided ke numbrer} remember a caller who Came inon

ASCIE, and she couid not seem io
sver connacl with her, so shae had
irefeased the fine.

i4.,) 4/22102 The cuslomer called on the 4/22102 The supervisor said she was sorry
ARS cuslomer service iine to for the |rouble, but would fls a report
report she had been unable lo as well as check for anv oroblems.
get in lo the cenler for some She immedlalely did lesi calls, and
fime. found nothing wrong. She did find

one PC in lhe cenler had a probiem,
and il was correcled immedlately,
There were no further repors of any
problems,

w1
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Arkansas Relay Service

FCC Customer Complnint Log

July o December 2003
No. | Date of Nature of Complaint Date of Resolution
Complamt Resolulion

. 7/B/03 Customer called in on the Customer 77903 Supervisor referred probiem to Facilities, who
Service Line to {ef us know he was having made test calls the same day, snd found no
trouble reaching 2 CA through 711. problem. On 7/9/03, Facilities did 70 test calls

{from the customer’s LATA throughout the day,
and could not duplicate the problem.

2. 71 7/03 VCO customer asked for a supervisor and | 7/17/03 The supervisor apotogized for the inconvenience,
advised her that hie was having problems and reporied it to the CA’s manager. The CA’s
with this CA {and gave her number}, manager discussed this customer's complaint with
saying that he gives the number to call to her tmmediately, reviewed the correct method of
the CA, but gets no response from her. handling TRS/VCO calls. This CA handied YCO
He repeated this process, agd stil] gets no calls comrecily, when montored. The CA was
answer from the CA. Bach time 1t zdvised that any more reports of mishandled calls
happens wilh this particular CA, hie has to could result m disciplinary achion.
hang up and call back in. He does not
have this problem with any other CA in
the center. He wanted us to be awars of
this so we can correct the probiem,

3. 91103 Custorner asked for a supervisor, 9/11/03 The supervisor apologized for the inconvenience,

complamng how lusfher call with a long
recording was handled by the CA. The
CA had recorded the message begause 1t
was a very long cne, and she could not
type verbatim without the recording. The
CA advised the customer that she wag
redialing and recording the message for
himv/her so that she could give him/her the
full message. The CA had typed the
bustness name, and the recording
verbatim, The Customer complained that
the CA did not follow the Arkansas
procedures, and that the CA typed too
siowly.

reviewed the call on the screen, sought review and
advice from a manager, and then advised the
customer the CA handied it correctly because it
was a very fong recording, and she head typed
everything on the recording verbatim.
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Arkansas Relay Service

FCC Customer Complaint Log

July to December 2003

10/28/03

Cusiomer called iz on the Customer
Service Line, complaning about having
to wait 10 minutes to get a CA. He kept
getting & recording that said “thank you
for holding, all CAs ase busy on cafls, and
please wait for the next availabie CA”
He wanted 1o know whal was going on,

10/28/03

Supervisor apologized for the customer's
inconvesence and said that the relay center
recerved an unexpected large volume of calls and
have been extremely busy during the last half hour.
Afer a few munutes of discussion with the
customer, the supervisor checked the call data, and
adwvised the cuslomer that the call volumes had
stabilized, She alse told him he should get a CA if
fie called within the next few minutes,

11/25/03

Customer called in on the Customer
Service Line lo ask the supervisor ta
advise the CAs that they shouid wait for
the 'GA" before dialing out,

11/25/03

Supervisor apolomzed for the inconvemence. She
spoke to the CA, and the CA said that the customer
had typed “GA", so she started dialing out only to
have the customer backspace to erase the *GA” and
start typing again. The supervisor then advised the
customer that ske had spoken to the CA and
clarified what hed happened. The customer
remembered she liad backspaced to erase the

‘(GA”, and apologized for causing the confusion.

12/2/03

Customer called in on the Customer
Service Line. His message was very
garbled, but he appeared to be asking why
it was so hard to get mio the TRS. He
wandered what would happen if he
zeeded to call 9-1-[ and we were very
busy.

12/2/03

Supervisor apologized for the customer’s
inconvenience, and advised him we bad been
extremely busy during the day with higher than
expected call volumes. She explained to him that
witen he calls i, he should not hang up and cefl
back 1n because & will maove lum to “last i line”
for a CA, She also advised him that ifhe had & 9-
i~1 emergency, he should dial 9-1-1 directly. The
customer appoared satisfied with the response,
thanked the supervisor, and hung up.

12/13/03

Customer called complauung about not
being able to place an uterstate call from
Asfansas through the reiay using SBC LD
as the carmer.

12/15/03

Manager called the customer back, and referred
her {o the SBC LD Business Office for resolution.

[2/16/03

Customer caled, very upset they could
not place long distance calls via the relay

12/17/03

Manager called and lef! 2 message on the
custonior's answering machine, but never heard
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Arkansas Relay Service

FCC Customer Complaint Log

July to December 2003

using SBC LD. She called SBC LD, and
they advised her it was a relay problem.
She has to use the relay to call her Deaf
daughter, and her IXC is SBC LD. She
said she would get the Governor invalved
if that 15 what it would take to get it fixed.
She said cur relay service and our CAs
were wonderfui, she has no complamts
with us, but she was upset with SBC LD
for not processing her calls through the
reiay.

back from her.




Complalnt Tracking for AR (06/01/2004-05/31/2005). Total Customer Confacts: 16

Fracking # Dele of “lApert { Cat. & ' v Dateol)y tinks of Rasohitipn” *
oo el P20 ICemph| L ... - | REs0MoN L L e

KBAGSES2 B7HM1/04 [B517 | #17  |Cusiomer callod ot 3:30 AM 0711104 JApokgized fo cusiomer Supetvisor el
anc s ated the O pr. Intorsupted with Opr 10 2pview proper procaduret
het when she wes irying to
1ypa 20 explanallon The

stales she was trying

1o kel the Opr thsl she was
rsaiing o long distance call
Lt e Opr, kept asking fot
pheae number

KE4117635 10%/1/04 106400 | #ab Cuslomur gave CA numbor 10 § B022/04 JApologized for inconveaterce Supenisor
zall. GA saki "One Mpmant, met with Qpr on 822 Opr wes coached
pivasn” fotr fimes Cuslomer bh ensuring that customer was infamed
hatd for 10 minutes, bul calt any thal calls must be processod os
WS never protassed it
Cilstorner hung up and so-
ciaied Raday

KEASBTARZ [D1/24/08 [220%F | #D5  (1/24/85 08 3156 pm Cuslemer | D1/25/85 Apeionlied {0 eustomar and thenked the
sald Opr 22B1F hung up on calier for beinging it 1o our aftertion Opr
em Twanted the Oprio was coached on the conact peocatue for
reetripvg my messages ond tha diseonnecig o coi and for AMR (24005
Dpr hung up on me Customer Ernailad 1o customer on H2E/D5 informing
wanls foliow-up via emall tham of the resokilion and thanked ihem

lor using Eptind Refay

KB4357268 (0124105 |B551F | #05  [424705 1 015 pm Custseid | G2MRMS [Apcioplzed {o Cuslomer  Approprisie
“Opt 8531F hung up or me the, coaching provided lo Opr on relrigving
aifier day. | wanted 1he Opr lo from AMRsy Emalied follow up letter 1o
redtiove my metsages and e custbrer on 205
Qorhumg up o me
apoiogized for Ihe shuntion
and tionked the cafler for
bringlng the situalion le relay's
pitention Customer wanls
fotlow Up vie ersall

HG44 20503 | 023705 [2248F | #05 12119405 oL $R40hm The 02425105 |Apoistzed for the tni i 405
cusl staled they asked med with Opr end coprhed on AMR
Opr 1o 1eliiove mpscages from procadures and she underslands Emzid
Ikt st machine ard Jh senl o cuslomer on 22505 axplaning
Opt viould Aol assist them, that Opr wat conchied nndg thanked them
Customar sialed {hot (he Ope for uEing relzy
hun Up on them Cuslomer
raguesls follow up by emcH

KE4513113 103/28005 {7028 | 218 My mother Just calied ferm with] 03/28105 Thonked tho customer for telling us know
Hhls ngent grd pot my atsput thie probiem Agent doessi
{answering machine | kepl ramember this cal bul thoroughly
typing Hefio _halo. but the reviawed procedures for answerlnp
agent ignsred me and then machines The ageal understonds proper
hiuhg up No followsup procedure
requesied
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KE4G28228 [D474BIGS none | 428  |An Ackansas voice customer | D410/05 |Apotogleed 1o cus! Probiam refamred
ot {o complaln that the to Arknnsas Account Mazrager, who
Arkznsns relay volce numbar reviewed AR contrel requirements gnd
was answering TTY, usisg up latked o Sprint's Program andg 7 siefl |t
her cel phone minutes while was vaifed thal AR answer saguence Is
she walted for an agentip 1) volee. 2)TTY, 3)ASCH No Sprint
answer volee No follow bp problem was ierlilled. it may be possible
requesied thal the cuslomer (espectally when using
a dighia! cel! phone) did not hear ogoent first
|announce ARS (volze) and the saliwas
then protessod infe next answer
sequonce.
KE4835441 (0429405 s2004F | #05  1AR voite cuslomer siples ©pr | B4/26/85  iMel with Opr. wha stated there was sio
2604F hung bp on him twine way she would Biang up on a cuslomer,
Cuslorasr sakt Opr, 2004F especinlly wice Goached Opr on proper
hung ug on bis 50 he called irocedures when na response is meeived
back end get the sema egent Attempied 10 contad! custamer e mes
Lhe Opr. {hen hung up on Him {4124 H05-4:15pm. 4225105111 50m and
a second lime, Customer 4/28/05-8:40am) each Eme 2 recarding
venuld Tixe a foliow up flom the saying "Alel customer you aro irving o
supervisor coniact s ynavallable al his lime® with no
cption lo leave messoge Ticked s closed
K&64G42001 |04/25/05 {2248 | #05 |Cusiomer stoled Agent made | Q42705 {Apol foriha Made
= £all lor me and Lhen wgent 3 allempts to conlset customar and no
was given ansiher number o anzwer egch lime Also, therg was no
calt and the agen! hung vp on answor meshing 1o ave o message. The
Ll date and ime of the 3 altemptz wore: 156 -
4125105 11115am 2nd - 4/26/65 S45ams
3rd - 427705 $:20am Ticket dosed
17 050G (NA 28 jCustomer slales could not D5/06/05 {Technical Support correded seglang 800
3ocess an 80D numbar number Remedy provided

Date Generatod: Mon, Jun 13th 2008 @ 06:09:30 FMCT
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Arkansas Relay Service Complaints — June 1, 2005 to May 31, 2006

hatore of Complaint

Diple o) Resolution 'Explnna!ian of Regblution

Dale ol Compl.
1704106

VT custoener 1s ool rezatving Catler 10 nfomnetion
through Reloy Assured customes we would chedh
info the problem TT CSE572E2 was opened No
(ofiovs up wanled

0104106
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Appendix V: Copy of TRS RFP

REQUEST FOR PROPOSALS
TO PROVIDE
TELECOMMUNICATIONS RELAY SERVICE
IN ARKANSAS

Issued by:

Arkansas Deaf and Hearing Impaired Telecommunications Services Corporation
1220 West Sixth Street
Little Rock, Arkansas 72201
(501) 375-0086
Fax: (501) 375-7230

August 25, 2003
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I. INTRODUCTION

The Arkansas General Assembly passed ACT 1080 of 1997 (Ark Code Ann. § 25-29-101, et.
seq.) which established the Arkansas Deaf and Hearing Impaired Telecommunications Services
Corporation (ADHITS). The corporation is empowered under the law to, among other things,
provide, by contract, telecommunications relay services for persons who are deaf, hearing
impaired, deaf/blind or severely speech impaired.

The current contract for Telecommunication Relay Services (TRS) in the State of Arkansas
will expire December 31, 2003. The Arkansas Deaf and Hearing Impaired
Telecommunications Services Corporation offers this Request for Proposal for competitive bid
for any and all interested parties, to become effective January 1, 2004.

H. GENERAL INFORMATION
A. ISSUING OFFICE

This Request for Proposals (RFP) is issued by the Arkansas Deaf and Hearing Impaired
Telecommunications Services Corporation (ADHITS).

ADHITS is the sole point of contact concerning this RFP.  All communication and inquiries
concerning this RFP should be addressed to:

Kenneth Musteen, President
Arkansas Deaf and Hearing Impaired Telecommunications Services Corporation
1220 West Sixth Street
Little Rock, AR 72201

Questions regarding the requirements or technical criteria set forth in this RFP should be
addressed in writing to Mr. Musteen no later than September 10, 2003. A written response will
be sent to all inquiries by September 17, 2003.

B. PURPOSE

This RFP is issued in order to contract for a full service, confidential, statewide, twenty-four
(24) hours-per-day, seven-days-per-week telecommunications relay service that is
economically feasible and which satisfies or exceeds the minimum specifications contained
herein. The service shall be called the Arkansas Telecommunications Relay Service (ATRS).
The intended contract term is three years with two options 1o renew for an additional one year,
each.

The performance specifications on the following pages should be considered as basic minimum
requirements with no intent to constrain bidder creativity. The goal is a cost-beneficial relay
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system which will provide equal access to public telephone service to deaf, hard-of- hearing,
and speech disabled subscribers in Arkansas.

C. SCOPE
This RFP contains instructions governing the proposal to be submitted and the material to be
included, mandatory administrative and operational requirements, which a bidder must meet to

be eligible for consideration, and specific instructions for proposal submission.

D. SCHEDULE OF ACTIVITIES

Request for Proposal Issued August 25, 2003
Proposals Due from Bidders September 26, 2003
Presentations by Selected Finalists October 15,2003
Coniract Let/Notification to Bidders October 22, 2003

New Contract begins January 1, 2004

E. MODIFICATION OR WITHDRAWAL OF PROPOSALS

Proposals may be modified or withdrawn by the bidder only up to the established due time and
date, at which time they will be considered final.

F. BINDING OFFER

A proposal submitted in response to the RFP shall constitute a binding offer, until approval by
the full ADHITS Board of a finalized contract. Acknowledgment of this condition shall be
indicated by the signature of the bidder or an officer of the bidder legally authorized to execute
contractual obligations in the Transmittal Letter (see § VLB).

G. BID PRICES

Pricing must be firm. No estimates or contingencies are allowed. All bid prices submitted in
response to this RFP must be the bidder's "best and final" offer.

H. BIDDING COSTS

The ADHITS Board is not liable for any costs incurred by bidders prior to issuance of a legally
executed contract. Further, no proprietary interest of any nature shall occur until a contract is
awarded and signed by all concerned parties.

L RFP RESPONSE MATERIAL OWNERSHIP

All material, except proprietary information, submitted regarding this RFP becomes the
property of the ADHITS Board. Any person may review all submitted responses after the
contract has been signed. The ADHITS Board reserves the right to use any or all
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information/material presented in reply to the RFP, subject to limitations outlined in § TL.C.,
Proprietary Information, and including the right to destroy any information at the discretion of
the ADHITS Board. Disqualification of a bidder does not eliminate this right.

J. REJECTION OF PROPOSALS

The ADHITS Board reserves the right to reject any or all proposals and to waive informalities
and minor irregularities in proposals received and to accept any portion of a proposal if deemed
in the best interest of the Arkansas Telecommunications Relay Service.

K. NEWS RELEASES

News releases pertaining to this RFP, contract award, or ATRS operations shall NOT be made
without prior written approval from the ADHITS Board.

L. AWARD OF CONTRACT

Selection of the winning bidder will be made based on the sole opinion of the ADHITS Board
that the proposal submitted will be the most advantageous. Final contract award is subject to
the full ADHITS Board approval, which shall not be obligated to accept the lowest bid.

M. AWARD WITHOUT DISCUSSION

The ADHITS Board reserves the right to make a selection without further discussion of
proposals received. Therefore, it is important that each proposal be submitted in the most
complete and accurate manner possible.

N. CONTRACT DOCUMENT

After full ADHITS Board approval, the Board will require the successful bidder to sign a
contract with the Board, which will include the following elements:

1. The Terms and Conditions;
2. The bidder's Proposal in response to the RFP, with amendments, if any; and
3 The RFP.

All of the above items together, including any modifications or clarifications, will constitute a
complete coniract.

0. CONTRACT CANCELLATION

The ADHITS Board reserves the right to cancel any confract resulting from this RFP, for
cause, as will be defined in the Terms and Conditions of the final contract.

P. CONTRACT DURATION
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This RFP requests a proposal for services to be offered under a three-year contract with two
options to renew for one additional year, each. The terms of the option will be detailed further
in the contract, and will include at least the following:

1. ADHITS must give notice of election to exercise the option not more than ten months
and not less than six months prior to the expiration of the initial term or first renewal of
the contract.

2. Eligibility to exercise the option will be conditioned upon two ADHITS Board
findings: (a) that there has been adequate performance, including full compliance with
the terms of the contract, prior to the contractor's giving of nofice that it wishes to
exercise the option; and (b) that no material amendments, to which the contractor
declines to agree, are necessary for provision of top quality services.

Q. CONTRACT MODIFICATION

It is possible that FCC decisions, administrative, judicial or legislative decisions, or changes in
technology or market conditions may make it necessary or desirable to modify the Contract.
Procedures for modification will be defined in the Contract document.

R. LIMITED LIABILITY

The ADHITS Board assumes no liability in any fashion with respect to this RFP or any matters
related thereto. All prospective service providers and their assigns or successors, by their
participation in the RFP process, shall indemnify, save and hold the ADHITS Board and its
employees and agents free and harmless from all suits, causes of action, debts, rights,
judgments, claims, demands, accounts, damages, costs, losses and expenses of whatsoever kind
in law or equity, known and unknown, foreseen and unforeseen, arising from or out of this RFP
and/or any subsequent acts related thereto, including but not limited to the recommendation of
a service provider to the ADHITS Board and any action brought by an unsuccessful
prospective service provider.

S. VENUE

The laws of the State of Arkansas, U.S.A., shall govern in connection with this RFP and the
formation, performance and the legal enforcement of any resulting contract.

i ADMINISTRATIVE REQUIREMENTS
A. PROPOSAL SUBMISSION

To be considered, proposals must be received by ADHITS Board om or before 4:30 p.m.,
September 26, 2003. No proposals will be accepted after this time. Bidders mailing their
proposals shall allow sufficient mail delivery time fo ensure receipt of their proposal by the
specified time. Seven (7) copies of the proposal are to be submitted. Proposals will not be
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accepted by fax or electronic transmission. The proposal package shall be delivered or sent by
certified mail to:

Arkansas Deaf and Hearing Impaired Telecommunications Services Corporation
ATTN Kenneth Musteen, President

1220 West Sixth Street

Little Rock, AR 72201

B. LATE PROPOSALS

Late proposals will not be accepted. It is the responsibility of the bidder to insure that the
proposal is received by the ADHITS Board on or before the proposal due date and time.

C. PROPRIETARY/CONFIDENTIAL INFORMATION

Any restrictions on the use or inspection of material contained within the proposal shall be
clearly stated in the proposal itself. Written requests for confidentiality shall be submitted by
the bidder under separate cover, with the bidder's proposal.

Proprietary/confidential information must be printed on colored paper different from the non-
confidential material in the proposal and easily separated from the rest of the proposal.
Proprietary information, if any, will be handled by the ADHITS Board in accordance with its
standard protective agreement, which becomes Attachment B of this RFP.

D.  BIDDING COMPANY

If a bidder is owned or controlled by a parent company, the name, main office address, and
parent company's tax identification number shall be provided in the proposal. If a bidding
company is independently owned, the name, main office address, and tax identification number
of the bidding company shall be provided in the proposal.

E.  DISABILITY REPRESENTATION

Bidder shall indicate experience with staff and customers who are disabled, and how such
experience will affect the proposed service. A review of company performance of services to
people with disabilities is requesied. Explain the bidder's commitrnent to recruiting and hiring
people with disabilities and the extent to which people with disabilities are represented in the
organization's management and board of directors.

F. SUBCONTRACTORS

Planned use of subcontractors shall be clearly explained in the proposal, including terms of any
subcontract. Bidders must include a copy of any proposed subcontracts with the proposal, if
available. All subcontracts must comply with the bidder certification requirements in § IILM.
The prime contractor shall be responsible for all contract performance whether or not
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subcontractors are used. The only contact with the ADHITS Board will be the prime
contractor.

G. CONTRACT MANAGEMENT

Bidder shall state how the contract will be managed to assuwre FCC compliance and the
satisfaction of the ADHITS Board. Responsible individuals should be identified by name, title,
and description of function.

H.  NON-COLLUSION

The bidder affirms that: the proposed bid price has been arrived at independently without
collusion, consultation or communication as to any other bidder or with any competitor; the
said bid price was not disclosed by the bidder and was not knowingly discussed prior to
submission, directly or indirectly, with any other bidder or with any competitor; and, no attempt
was made by the bidder to induce any other person, partnership or corporation to submit or
withhold a proposal for restricting competition.

| 8 FINANCIAL HISTORY
To allow the ADHITS Board to evaluate the financial responsibility of the bidding company,

the following items shall be submitted with the proposal for the bidding company and its parent
company:

1. Audited Financial Statement or 10K Report for the most recent two (2) years, including
at a minimum:
a statement of income and related earnings;
b. cash flow statement;
C. balance sheet; and
d. opinion concerning financial statements from a CPA;

2. Primary banking source letter of reference.

This financial information also is required of any subcontractor, which is expected to receive
more than ten {10} percent of the value of the contract.

J. EXPERIENCE & CUSTOMER REFERENCES

The bidder shall submit a listing of all current and past contracts to provide telecommunications
relay service. For each of these contracts the following information should be presented: (1)
term of the contract; (2) location of the Relay Center(s) providing service; (3) current monthly

157



call volume, or monthly call volume at contract termination if contract is not current; and (4)
name and telephone number of the contact person in the contracting entity. In addition, bidder
shall list all current Relay Centers operated, the contracts served at each, and the monthly call
volume at each.

K ORAL PRESENTATION/SITE VISITS

Bidders may be asked to make oral presentations or to make their facilities available for a site
inspection by the ADHITS Board. Any clarifications to a bid response resulting from these
sessions will be in writing and will be incorporated in the bid response.

L. CONTRACTOR'S PERFORMANCE BOND

The Contractor will be required to furnish a performance bond equal to the total projected
annual price of the first year of the contract.

M.  BIDDER CERTIFICATIONS

L. Fach person signing a proposal certifies that he or she is the person in the bidder's
organization responsible for, or authorized to make, decisions as to the prices quoted
and that he or she has not participated, and will not participate, in any action contrary to
the Non-collusion requirements in § IILH.

2. Non-discrimination

a. During the duration of any contract awarded as a result of bids submitted under
this ADHITS Board, the confractor and its subcontractors shall comply with the
requiremnents of Arkansas’® Fair Employment Practices. Arkansas’ Fair
Employment Practices Act now prohibits, in the absence of a bona fide
occupational qualification, specified employment-related decisions and actions
based upon an individual's race, color, religion, ancestry, national origin, sex,
sexual orientation, place of birth, age (18 years and over), HIV status, physical
or mental condition.

b. During the duration of any contract awarded as a result of bids submitted under
this RFP, the contractor and its subcontractors shall also comply, in the
provision of the services contracted for, with Arkansas’ statutes. Such public
accommodations now prohibit withholding or denying any accommodations,
advantages, facilities or privileges of the place of public accommodation from a
person based upon race, creed, color, national origin, marital status, sex, sexual
orientation, real or perceived handicap unless otherwise permitted by law.

C. During the duration of any contract awarded as a result of bids submitted under
this RFP, the contractor and its subcontractors shall also comply, in its
employment practices and in the provision of services under the contract, with
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all applicable Federal anti-discrimination laws, including among others Title
VII of the Civil Rights Act of 1964 and the American with Disabilities Act of
1990.

d. The contractor shall include the above nondiscrimination provisions and
requirements in all subcontracts to perform work under the contract.

3. Personnel
The contractor shall not knowingly engage on a full time, part time, or other basis,
except on a volunteer basis, during the period of this contract, any individual involved
in preparation of this RFP, or the selection and/or award of this contract.

N. COMMENCEMENT DATE

Service must commence on January 1, 2004.

0. LOCATION OF CALL CENTER(S)

Bidder must state the location of the call center or centers that will provide service under the

contract. For each center to provide service under the contract, bidder must list other states

served and interstate services provided. The following information should be provided for each
center:

e A brief history of the center.

e An organizational chart describing hiring practices, showing numbers and levels of
employees, including number of Communication assistants employed, specifying the
number that are full time employees, part time employees, or contract employees.

= Brief synopsis of experience and qualifications for each manager by title.

e Number of calls handled monthly by the center.

o (Current capacity utilization.

» Expansion capability and plans.

+ Performance statistics by meonth for the past year, including speed of answer, blocked
calls, and abandoned calls.

¢ Complaint and commendation statistics for the past year.

P. PAYMENT
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After the close of each month, the contractor will submit an invoice to the ADHITS Board for
the previous month. The ADHITS Board will act expeditiously in paying the invoice.

IV. OPERATIONAL REQUIREMENTS
A. OVERVIEW

This section of the RFP lists and describes the specific operational functions that fall within the
scope of telecommunications relay service, The operational functions listed here are the
elements which will be evaluated as the bidder's Technical Proposal. The Technical Proposal
should be presented in the same order and numbered the same as Section IV of the RFP.

B. COMPLIANCE WITH FCC REGULATIONS

The bidder must clearly state its commitment to be in full compliance with FCC regulations
and describe how it will assure that any changes to FCC regulations will be implemented
expeditiously at the bidder's expense.

C. SCOPE OF SERVICE

The relay service shall be designed to provide the means whereby a deaf, hard-of-hearing
and/or speech disabled person, utilizing a TTY can communicate over the existing
telecommunications network with a non-TTY user (and vice-versa) through the assistance of a
relay service Communications Assistant (CA).

The ADHITS Board is interested in providing the most cost-effective and efficient, and highest
quality, relay service possible. Each proposal shall include a comprehensive description of the
methods used to satisfy the RFP requirements. All responses shall address in detail how the
following will be accomplished.

1. Equipment

Furnish all necessary telecommunications equipment and sofiware. The transmission
circuits shall meet or exceed FCC inter-exchange performance standards for circuit loss
and noise. It is necessary for telecommunications equipment including station terminal
to be capable of receiving and transmitting in both Baudot and ASCII codes at any
speed generally in use. It is also required that relay systems be capable of automatically
identifying incoming TTY signals as either Baudot or ASCH. All equipment shall be
compatible with industry-wide standards for TTYs.

2. System Design
The bidder shall explain the type of equipment and staffing level requirements

necessary to meet the service standards and handle the types of calls and projected call
volumes.
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The bidder shall demonstrate its capability to adapt to improvements in
communications equiprnent technology and to implement state of the art technology for
provision of relay service.

ATRS Toli-Free Numbers

The bidder shall indicate how retention of current ATRS toll-free (and 711) numbers
will be procured for the contract period beginning January 1, 2004.

Network Access

The Service will make available to consumers, intrastate, interstate, and international
calling with only the cost of intrastate calls to be paid under the contract.

Service Reliability

The proposed relay service must be designed to meet the following reliability
specifications:

a Uninterruptible Power.

Required from a backup system for a minimum of 8 hours. The uninterruptible
power system (UPS) must support the switch system and its peripherals, switch
room environmentals (air conditioning, fire suppression system, emergency
lights and system alarms), CA consoles/terminals, CA work site emergency
lights, and Call Detail Record (CDR) recording.

b. Switching System.
Bidders must outline plans to ensure that no calls are dropped due to processor
failure. Bidders must explain the built-in redundancies needed to maintain

required levels of service in the event of preventative maintenance, power
outage, or other causes that would shut down the processor.

c. Intercept Messages.
Intercept messages as appropriate shall be provided if a system failure occurs
within the relay switch or on outbound circuits. Both voice and TTY messages
shall be provided.

d. Disaster Recovery Plan.

The bidder shall create and provide a complete plan for dealing with all types
of natural and man-made problems. A primary requirement is to notify the
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ADHITS Board immediately, if a major problem occurs. In addition, the plan
should detail the steps which will be taken to deal with problems and restore
relay service.

Service Expansion

Bidder will also show the capability of expanding services in response to increasing
demand up to the maximum call levels identified in the Price Quotation in § V. Bidder
shall develop and illustrate in its proposal a detailed plan of how this expansion will be
accomplished. The plan shall include, but not be limited to, trunking capacity, CA
work stations, personnel staffing and equipment capacity. The plan shall also indicate
the time lag required to meet any increased call volume. The above plans shall be able
to maintain all standards listed in the RFP. Furthermore, the service delivery
procedures shall permit the most cost-effective use of available resources.

New Technology

The user communities, the relay center, and the DPS should be allowed to benefit from
advancing technology. Bidder will describe the methodology and process it will use to
keep abreast of technological changes in the provision of relay service and to install
new technologies as they become available.

Providing Qualified staff

Each proposal shall include a plan to insure the active recruitment and hiring of people
with disabilities including individuals who are deaf, hard-of-hearing, speech disabled,
and deaf-blind. Emphasis shall also be given to recruiting and hiring individuals with
American sign Language (ASL) and relay service experience and with experience
working within the deaf, hard-of-hearing, and/or speech disabled communities. Each
proposal must include:

a Statistics of employees with disabilities for the company as a whole and for the
TRS portion of the company separately.

b. For the center or centers which will provide services for VIRS, identification
of employees, by title, who have disabilities and employees who are deaf, hard-
of-hearing, or speech disabled.

o A hiring practices plan documenting outreach to deaf and disabled persons.
ADHITS is especially interested in evidence of commitment to hiring
individuals with disabilities in general, and deaf individuals in particular, for
management positions.

Disability Awareness
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10.

11.

12.

13.

14.

15.

All relay center staff, including management, shall receive training in ASL "gloss" and
grammar, deaf culfure, speech disability issues, and ethics and confidentiality. Each
proposal must include an outline of a staff training plan for disability awareness,
indicating training topics and time frames as well as individuals or organizations
representing the deaf community used to assist with the training.

Voice and Hearing Carryover

Contractor must provide both voice and hearing carryover capability. Voice carryover
allows a hearing impaired person with understandable speech to speak directly to a
hearing person and receive the message typed back on the TTY. Speech carryover
allows a speech-impaired person with hearing capability to directly hear what the other
party is saying and type back his/her message, which will be spoken by the CA.
Contractor must provide a designated toll-free number for voice carryover calls.

In-State 800/888/877 Numbers

If the center or centers serving ATRS is located outside of Arkansas, bidder will
describe the technology and/or procedures that will be used to call in-state and
regionally- restricted 800/888/877 numbers and to call the business offices of local
telephone companies which have special prefixes identifying the call as toll-free.

Intrastate Toll Calls

Intrastate toll calls (those requiring a 1 to dial; does not include measured service)
placed through the relay service shall be billed to the caller at one half the prevailing
rate that would apply if the calls had been placed without the use of the relay. That is,
rates for intrastate service shall be discounted 50 percent for all users of the relay
system. Bidder must provide a complete description of billing procedures for the
intrastate toll discount including a statement of what entity will carry the call, what
entity will bill the call, and what entity will receive the toll revenue for the virtual call.

Interstate and International Calls

Access to FCC certified, Federally funded, inferstate and international relay service will
be provided by ATRS,

Access to Inter-exchange Carriers & Operator Services
ATRS users shall have access to their chosen inter-exchange carrier(s) and to all other
operator services to the same extent as is provided in non-relay calling. Bidder must

describe how Carrier of choice will be handled.

Billing Arrangements
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16.

17.

18.

19.

20.

Bidder must provide for charges for collect calls, person-to-person calls, calls to or
from hotel rooms, calls using account codes, and calls charged to a third party. Bidder
must also provide for billing to any inter-exchange company calling card. Bidder must
include a complete description of how users will be billed for all calls and how the
intrastate toll discount will be reflected on the bill. This description must include the
bidder's procedures for obtaining billing information from the local exchange
companies and any other company billing for intrastate calls, whether the billing will be
performed in-house or contracted, specific credit cards that calls can be billed to, and a
sample bill format, if available.

Charges for Services

Calls using the relay service shall be at no cost to the person making the call, except for
applicable intrastate or interstate tolls.

Call Billing Record

Bidders must specify the system for identifying and documenting long distance and toll
calls for billing purposes.

Bidders must also fully describe the billing system and billing process that will be used,
including identification of any subcontractors, specific duties of the subcontractors,
how the billing record detail will be transmitted to the billing agent (if’ any), how
charges will appear on the end user's bill, and how confidentiality of customer
identification information will be maintained.

Access to Local Exchange Company Enhanced Services

The bidder will explain how a relay user will be able to use, and be accurately billed for
local exchange convenience services in conjunction with a relayed call. The following
services should be addressed: optional calling plans, call forwarding, three-way calling,
caller .., and last number redial. If not currently available, bidder should describe
steps that will be taken to enable the service to be provided to relay users and the
anticipated time frame for accomplishing these steps. This section should also address
the plan for compliance of coin sent calls and the service of collect callers.

Use of ANI
The bidder will explain how Automatic Number Identification (ANT) technology will

be utilized, so that no caller is required to give his’her originating number, except in
instances where ANI information is not available from the local exchange carrier

(LEC).

Mobile Radio, Paging, Cellular and Personal Communications Services Calls
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21,

22,

23,

The bidder will explain its capability for handling calls originating and terminating via
mobile radio, paging, cellular and PCS, including capability for appropriate billing for
each type of call.

Customer Preference Database

The bidder will describe how it will maintain a database, available on-line and
accessible to CAs, consisting of information supplied at the request of the relay user to
assist in processing their relay calls faster and more efficiently, e.g., carrier of choice,
frequently dialed numbers, voice mail access codes, etc. If not currently available,
bidder should describe the steps that will be taken 1o enable the service to be provided
to relay users and the anticipated time frame for accomplishing these steps. If not
currently available, bidder should indicate the additional cost of the service described
over the contract price.

Enhanced Transmission Speed

It is desirable that the successful bidder has the ability to utilize enhanced protocol
software to take advantage of faster typing speeds and interrupt capability. If not
currently available, bidder should describe the steps that will be taken to make such
features available, the anticipated time frame and price for accomplishing these steps.
If not currently available, bidder should indicate the additional cost of the service
described over the contract price.

Bilingual Services

Excluding Spanish, which is already required by the FCC, the bidder shall describe
how it could provide full relay (not translation) services to users who have other
fanguages as their primary language, not English or ASL. The bidder should indicate
the additional cost of the service described over the contract bid price (do not include
this service in the billable minute price in § V.C.a)

SYSTEM STANDARDS
The underlying standard of the relay system shall be to provide users access to the
telephone network which is functionally equivalent to that provided to those who are

not impaired in their ability to use the telephone. To achieve that standard, the relay
system must have the following characteristics.

Hours of Service

ATRS shall provide a consistent level of service 24 hours per day, seven days per
week.

Usage
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No restrictions shall be placed on the length or number of calls placed by customers
through the relay center

Blockage Rate

Average daily blockage rate for all calls into the relay center shall be no greater than
one in every 100 calls. This shall be measured by sampling the number of calls being
blocked at a minimum of every 30 minutes for each 24-hour period.

Answer Time and Prompiness of Service

At least 85 percent of the calls will be answered by a Communications Assistant (CA)
within ten seconds. No more than 30 seconds shall elapse between receipt of dialing
information and the dialing of the requested number. Calls answered but placed on
hold or in queue shall not qualify as an answered call.

Operator Assistance

I'TY users requiring operator assistance will be served by the CA answering the call.
The CA will call Directory Assistance when requested by the caller.

Complaint Resolution and Customer Service

The Center shall provide 24-hour access to customer service personnel. These
personnel should be accessible by either TTY or voice callers by direct contact, not via
the relay operation. Provider shall fully describe procedures for handling complaints,
inquiries, and comments regarding ATRS services and personnel. Center staff shall
voluntarily offer the ADHITS Board's direct consumer complaints mumber when
consumers Indicate that they are not safisfied with Center staff response to their
complaints. The procedure and number shall be described in appropriate printed
outreach material.

The provider shall ensure that any caller to the relay center having a complaint will be
able to reach a supervisor or administrator while still on line.

All complaints received, either at the Center or by the Outreach Manager, shall be
documented, including their resolution, and a written report provided to the ADHITS
Board monthly.

Conflict of Interest

To avoid the appearance of a conflict of interest, bidders shall demonstrate in their bids

that they will operate this as an independent relay service. Bidders shall not use any
information obtained from relay calls for any other services they may provide to users

166



of the relay system and shall not make any such information availabie to any third

party.
8. Community Outreach
u. The ATRS provider shall implement a full-time in-state community and

business outreach program to educate all potential users about the
telephone relay service throughout the state. The outreach program must
include a fulltime deaf or hard of hearing employee of the vendor as
oulreach manager, and appropriate support staff, resident in Arkansas.

v. Each bid shall demonstrate how the bidder proposes to maintain
continuing outreach and education programs, including a full description
of the components of the program to be included, and a proposed budget.
The program must target, including, but not limited to, deaf, hard-of-
hearing, older persons newly losing their hearing, speech impaired
individuals as well as family and friends. Businesses and professionals,
trade shows, civic organizations, public schools and university classes are
also among those who could connect more effectively with deaf and hard-
of-hearing customers/clients through use of knowledge of telephone relay
services.

w. Outreach programs shall include, but not be Ilimited to, media
advertisements, demonstration of equipment and distribution of
informational materials describing how to use the relay service. Written
material should be understandable and appropriate to its target audience.
Written materials must be developed according to Arkansas needs, rather
than as an add-on to generic materials. Within 90 days of implementation
of service, the vendor must have a website, which will provide the
pertinent details for use and options for access to ATRS. Information such
as access telephone numbers, VCO, HCO, 2LVCO, Caller profile, Credit
Card calling, customer Service, should be explained in this site. The
ADHITS Board will exercise the right of providing input for updates and
upgrades of the Website.

X. The bidder must provide samples of outreach materials, particularly
brochures, and videos of a nature and quality comparable to what would
be provided under the contract. Basic informational material should be
available in alternative formats, upon request. Cost of production and
dissemination will be the responsibility of the bidder.

Provider shall work with the local exchange companies to see that all telephone
directories carry appropriate information about ATRS.

9. Consumer Input
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10.

Although ADHITS will maintain a Consumer Advisory Panel, bidders shall describe
their plans to include ATRS users in the ongoing evaluation of the service. This could
be provided through focus groups or surveys, with a minimum of one per year. The
plan should explain methods for gathering consumer input on a regular basis and a
description of how the recommendations from these evaluations will be incorporated
into the policies and procedures of the relay center. The evaluations shall not come
from those directly or indwectly involved in operating the relay cenier or its corporate
associates. This does not preclude the provider from conducting additional internal
evaluations which use relay staff. The results of any consumer evaluations or surveys
shall be reported to the ADHITS Board according to the requirements specified in
Section F. 2. The vendor will be expected to provide the opportunity for at least one
Board member to visit the TRS Center annually to review its operation and follow up
consumer igsues. The vendor will bear the costs of such onsite visits.

Use of the term "TTY”

The term "TTY" will be used consistently in the ATRS, rather than the term "TDD,"
when referring to a text telephone. The term "text telephone" may also be used in
descriptive material.

COMMUNICATION ASSISTANT STANDARDS

Minimum CA Qualifications

‘Bidders shall specify how they plan to demonstrate that CAs meet all necessary

proficiency requirements. CAs shall be able to quickly and accurately type
conversations. This will include but not be limited to:

a Basic skills in English grammar.
b. A minimum processing speed consistent with the FCC-mandated minimum.

c. Mininmumn spelling skills equivalent to quickly and easily spelling words
comparable to a beginning college level conversation.

d Diction, clarity, and formality of speech at a level appropriate to
communication between business professionals.

€. Ability to understand deaf people using limited English, ability to translate
typewritten ASL into English, and ability to translate limited written English to
correct English. Bidders shall demonstrate how they plan to train CAs in this
regard. Furthermore, bidders shall indicate at what level they consider CAs to
be fudly trained in this capacity.
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f. The bidder shall require all prospective Communications Assistants to take and
pass a quantifiable, performance-based Relay CA Proficiency Examination.
Any CA who cannot pass this examination within a three-month training
period shall not be utilized as a relay CA. Bidder must submit a copy of the
CA Proficiency Examination that will be used. If an exam does not currently
exist, bidder must provide a detailed outline for an exam to be developed and a
time frame for full development and implementation.

CA Training

Each bidder shall demonstrate how on-going CA training will be provided by including
with iis proposal an outline of a proposed CA training plan, including descriptions of
required classes. The provisions for CA training shall include, but not be limited to,
ASL "gloss" and grammar, deaf culture and etiquette, needs of speech disabled users,
operation of relay telecommunications equipment, procedures, ethics and
confidentiality, professional judgment, and Arkansas specific information such as
pronunciation of town names and other conventions. Training shall include both
simulated and live on-line call handling.

Appropriate portions of in-service training for CAs shall be provided by experts from
the deaf and speech disabled communities in the field of language interpreting, ASL
and deaf culture and speech disability. Altematively, the contractor must demonstrate
that such expertise exists on staff.

Bidders should include in the training plan provisions for ongoing CA training to
refresh skills and inform and update CAs on issues and fopics pertinent to the deaf,
hard-of-hearing, and speech disabled communities.

Trainees should be identified to both parties at the outset of each conversation.

Training provided to Communications Assistants shall be available to a limited number
of ADHITS Board staff upon request at no cost to the ADHITS Board, including cost
of necessary travel to the training site, meals, and lodging. No more than five ADHITS
Board staff shall be trained during the entire contract period.

Procedures for Relaying Communication

Full control of the relay call should rest with the caller. The caller shall have the option
of instructing the CA as to what aspects and how the call will be handled. CAs must
convey the full content, context and intent of the communication they translate. The
key word is intent. Unless requested otherwise by a user, the CA shall relay all calls
according to the following procedures.
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CAs shall identify themselves to a TTY user by number and gender at the
beginning of each call and by number to a voice caller and at the end of the call.
Requests by users for a CA of a particular gender shall be honored, if available.

Those users who have limited written English language skills may need their
calls translated into English so that hearing persons can understand the call and
communication can occur. The hearing person's English must be translated
back into written English at a leve! that the deaf person can understand. TTY
users may instruct the CA {o voice in standard English or word for word that
which the TTY user types. Hearing users may request translation of ASL into
English.

CAs shall, to the best of their abilities, let the TTY user know the non-TTY
user’s tone of voice. For example, they can type in parentheses that a person is
being rude, is yelling, is being humorous, is laughing, is impatient, or other
characterizations of behavior, or any background noise that the CA hears.

CAs shall also keep the user informed on the status of the call, such as dialing,
1inging, busy, disconnected or on hold.

The TTY user shall have the option of telling the CA what aspects of the call
that he/she will handle. For example, the TTY user may request to introduce
relay services to the called party, rather than have the CA do it.

The CA shall type to the TTY user or verbalize to the non-TTY user all that is
said when the call is first answered and at all times during the conversation,
unless either party specifically requests otherwise.

When the CA needs to explain relay to a hearing user, the CA shall also type
"(explaining relay)" for the benefit of the TTY user. Conversely, when the CA
needs to explain relay to a TTY user, the CA will inform the hearing user that
the CA is explaining relay. Upon request by the user, the CA shall not
announce a call as a relay call, permitting the caller fo provide explanation, if
any. The CA shall not indicate that the TTY user is deaf, hard-of-hearing, or
speech disabled unless the TTY user requests that information fo be relayed.

When speaking for the TTY user, the CA shall adopt a conversational tone of
voice appropriate to the type of call being made.

CAs shall indicate to the TTY user if another person (hearing) comes on the
line.

Change of CAs during a call is discouraged and should be minimized. The
bidder must describe procedures used for relieving CAs during a call, if
necessary. Description should include under what conditions relief during calls
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is permitted, when 1t is permitted during a call, and what procedures will be
followed to inform the parties.

When a line is busy, the CA shall redial as many times as requested.

All comments directed to either party by the CA shall be relayed. These
comments shall be typed in parentheses, for example, "(Will you accept a
collect call?)" All comments directed to the CA by either party shall also be
relayed, for example, "Yes, I'll accept the collect cail.”

If either party uses the third person, the CA shall relay in the third person.

To cortect a typing error, CAs shall not backspace, but continue in a forward
direction by typing "XX" (cormmon TTY convention for error) and then typing
the word correctly.

CAs shall verify spelling of proper nouns, numbers and addresses that are
spoken. This shall be relayed as discussed in I above.

The CA will stay on the line until both parties have terminated the call. If
necessary to process a complaint or compliment, the call will be transferred to a
SUpervisor.

CAs shall not counsel, advise, hold personal conversations with or interject
personal opinions or additional information into any relay call. CAs shall not
hold personal conversations with anyone calling ATRS even if prompted by
ATRS users.

Callers shall not be required to give their full names or the full name of the
party they are calling. This information shall not be recorded in any form
without the permission and knowledge of the caller (except for long distance
billing purposes). It is understood that for some calls, having the full name
would help facilitate the call. The CA may ask for that information and explain
how it may facilitate their call. However, the CA shall not refuse to make a call
if the caller does not wish 1o give full names.

CAs will uniformly recognize a "speech impaired" typed by a TTY user at
the beginning of a call to indicate that the user is speech impaired.
Bidders shall propose procedures for fulfilling this requirement.

CAs will leave or retrieve messages on answering machines or other voice

processing systems. Bidders shall propose procedures for fulfilling this
requirement and the procedures shall include the following:
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i. The CA will inform the caller when an answering machine has been
reached and relay the answering machine message to the caller;

ii. The CA will ask the caller if she or he wishes to leave a message;

i, The CA will leave the caller's message, either by voice or by TTY;

iv. The CA will confirm to the caller that the message has been lefi;

\2 The caller will be charged only for one call regardless of the number of
redials required to retrieve or leave a message.

vi. The caller's direction to the CA of how he or she wants the call handled
will override established procedures.

Bidders shall describe procedures for obtaining any necessary system access
codes from the user and statements regarding the confidentiality of that
information.

u. The bidder will provide descriptions of the steps and a script of what the caller
will experience between dialing of the last digit of the ATRS number and the
CA dialing the number to be called.

Confidentiality of Calls

All calls shall be totally confidential which means no written or electronic script shall
be kept beyond the duration of the call. CAs and supervisory personnel shall not reveal
information about any call, except the minimum necessary for billing purposes,
including the information below. CAs must be required to sign a pledge of
confidentiality promising not to disclose the identity of any callers or any information
learned during the course of relaying calls, either during the period of employment as
an CA or after termination of employment.

a.

When training new CAs by the method of sharing past experience, trainers
shall not reveal any of the following information:

1. names, genders, or ages of the parties of the call;
1. originating or terminating points of the call;
iii. specifics of the information conveyed.

CAs shall not discuss, even among themselves or their supervisors, any names
or specifics of any relay call, except in instances of resolving complaints. CAs
may discuss the general situation that they need assistance with in order to
clarify how to process a particular type of relay call. CAs should be trained to
ask questions about procedures without revealing pames or specific
information that will identify the caller. If a user is in an emergency or life-
threatening situation or causes an emergency situation to exist by threatening
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the CA or relay center, names and specific information may be disclosed by the
CA 1o a supervisor to expeditiously address the situation.

C. Watching or listening to actual calls by anyone other than the relay CA is
prohibited except for training or monitoring purposes or other purposes
specifically authorized by the ADHITS Board.

d Proposals shall include a copy of the policies the bidder will use to preserve
confidentiality. Such policies may include protocols employees are encouraged
to use to prevent unintentional disclosure of relayed conversations. A copy of
the confidentiality policy shall be provided to a user upon request.

e. A CA or supervisor who, after investigation, is found to have violated the
confidentiality rules and regulations shall either be reprimanded or terminated
immediately, consistent with the severity of the violation. Proposals shall
specify the policy for reviewing alleged violations of confidentiality.

f The contractor shall be restricted to collecting only that personal information
necessary to provide and bill for the relay service being rendered. This
information shall not be used for any other purposes.

Obscenity Directed to the CA

CAs do not have 1o tolerale obscenity directed at them. A proposal should specify how
the contractor will handle these situations. It is acceptable to transfer callers using
obscenities directed at the CA to a supervisor to determine appropriate action.

CA Counseling

Bidders are required to provide an ongoing counseling and support program for CAs to
help them deal with the emotional aspects of relaying calls. The bidder should describe
this program in the proposal.

Staffing for Call Volume/Usage Patterns

Bidder's proposal shall describe how the bidder will plan staffing patterns in response
to call volumes and usage patterns.

Policy and Procedures Manual

Bidders shall provide with the proposal a copy of the existing, or a comprehensive
outline of a proposed, CA Policy and Procedures Manual which shall include, but not
be limited to, confidentiality, handling of emergency and crisis calls, consumer
complaints procedures, consequences of non-compliance to policies, and functions and
roles of a comymunication assistant.
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Emergencies

Bidders shall outline how they will achieve the following:

a.

A policy for handling and referring emergency calls. The policy should include
provisions for the CA to help the caller find the appropriate emergency service
number through Directory Assistance. The policy should indicate how the
TRS will interact with Enhanced 911 to provide caller location information.

An outreach/education program component (see § IV.ID.9) to educate TRS
users regarding the use of E-911, rather than relay, for emergency calls.

SERVICE PROVIDER REPORTING REQUIREMENTS

Traffic Reports

The provider shall report to the ADHITS Board by the 21st calendar day of the
following month the following statistics for the previous month. (More frequent or
more detailed reports shall also be available upon request.)

a.

Call volumes:

I number of incoming calls

ii. number of completed calls

Average blockage rate.

Average answer time; range of answer times for the month.
Average length of call

Number of intrastate, interstate, and international calls,

Number of calls originated by TTY users, voice users, and users who signify
"s" (indicating that the caller is speech disabled).

The bidder will submit the reporting format that will be used to provide all of
the above information.

The bidder must include information on its capability to provide ad hoc
reports when requested.

On an annual basis, the vendor must provide forecasted usage figures and costs
to the ADHITS Board for the upcoming year.
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2. Other Reporting Requirements

a. The provider shall report quarterly to the ADHITS Board the results of the
user evaluations conducted in accordance with § IV.D.10.

b. The provider shall provide monthly summary reports to the ADHITS
Board regarding numbers, topics, and resolution of complaints received.
Copies of all individual complaint records for the month will be sent with
the statistics (see § IV.D.6).

G. CONTRACT START-UP

The bidder shall describe a plan for implementing TRS by January 1, 2004. The plan should
describe how the transition from the existing TRS carrier to a new contractor, if necessary, will
be accomplished. The plan shall allow time as necessary to notify and educate relay users
about any changes which the transition may entail, and shall describe the procedure for
notifying and educating users as needed. The plan shall also include a timeline of critical dates
for major steps in the implementation process from contract award to start date. There will be
no separate payment to the contractor for costs associated with start-up.

H. TRANSITIONTO A NEW PROVIDER

At such time as the relay service may be transferred to a new provider, bidder shall make every
effort to ensure that the transfer takes place in a manner which prevents relay users from
experiencing an interruption in service. The relay service and consumer service 800 or other
telephone numbers shall be made available to the new provider, with the new provider paying
any costs associated with the transfer.

I UNSOLICITED FEATURES

Any additional features not described elsewhere in the RFP which the bidder would like to
propose should be fully described indicating how the feature would work, how it would
improve the system, which users would benefit from the feature, and any other information
which would allow evaluation of the feature. Video Relay Interpreting is one such feature.
The bidder will provide a supplemental price quote for the costs of Video Relay Interpreting.
Bidder will also provide a quote/plan for handling of customers with caller ID enhancements
that will allow identification of the initiating caller’s number.

V. PRICE PROPOSAL
A. PRICING

Prices in response to this RFP and ultimate reimbursement to the contractor will be based on a
price per completed call minute, or "billable minute.” A billable minute shall be defined as the
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entire time a call is connected to the CA. A billable minute does not include time in queue (call
is ringing, waiting for a live answer).

Bidders will complete the attached Price Quotation sheet, indicating a price per billable minute
for the listed call volume ranges for each of the five possible contract years.

B. START-UP EXPENSES

The ADHITS Board will not pay any lump sum for start-up expenses or expenses incurred in
the preparation of the bid proposal.

C.  PRICE QUOTATION

All bidders are expected to fill out the enclosed Price Quolation Per Billable Minute sheet
completely. All prices contained in the sheets shall be binding on the bidders and are not
negotiable. Any pricing proposal that is incomplete or contains significant inconsistencies or
inaccuracies may be rejected. No deviations, qualifications, or counter offers will be accepted.
The ADHITS Board reserves the right to reject all bids.

D. TRAFFIC INFORMATION

Attachment C provides the historical traffic information necessary for the bidder to provide the
appropriate pricing,

V1. BIDDER RESPONSE REQUIREMENTS
A.  FORMAT

In response to this RFP, each bidder is required to submit a proposal organized into seven
clearly identified sections in the following order:

A Transmittal letter

B. Checklist & certifications (form provided)
C. Index

D.  Technical proposal

E. Price proposal (form provided)

F. Attachments

G. Protective agreement (optional)
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Seven (7) copies of the completed proposal should be submitted. One should be clearly labeled
"Master" and contain all original signatures. Proposals should be submitted in three ring
binders.

Each page of the proposal should be numbered consecutively with the transmittal Jetter as Page
One.

In the top or bottom margin of each page, the company name should be identified.

Proprietary material should be printed on colored paper different from the non-proprietary
material.

B. TRANSMITTAL LETTER

The transmittal letter should state that the response to the RFP represents a binding offer and
that the bidder intends to comply with all requirements of the RFP. Such positive statements
not withstanding, if in the body of the proposal, the bidder indicates either lack of response or
technical non-compliance with the RFP, the bid may be rejected. The transmittal letter should
be signed by the bidder or an officer of the bidder legally authorized to execute contractual
obligations (see also § ILF).

C. CHECKLIST AND CERTIFICATIONS

The transmittal letter should be followed in the proposal by the checklist and certifications.
Each item in the checklist must be initialed by the person who signed the transmittal letter,
indicating that the ilem has been included in the proposal and accurately represents company
information or commitments. Each certification must also be initialed. A bid contact person
should be designated on this form.

Certification of four specific forms of non-collusion is required:

L In certification 1, the bidder warrants that no person or selling agency has been
employed or retained to solicit or secure the proposed contract based upon an
agreement or understanding for a commission, percentage, brokerage, or
contingent fee.

I

In certification 2, the bidder warrants that except for proposed subcontracts or a
joint proposal, the prices proposed have been arrived at independently without
consultation, communication, or agreement with any other bidder or competitor
for this procurement.

3. In certification 3, the bidder warrants that unless otherwise required by law, the
prices submitted have not knowingly been disclosed by the bidder directly or
indirectly to any other bidder or to' any competitor, nor will they be disclosed
prior to the award of the contract.
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4. In certification 4, the bidder warrants that no attempt has been or will be made
by the bidder to induce any other person or firm to submit or withhold a
proposal for the purpose of restricting competition.

D. INDEX

The index shall identify the page number on which each element of the proposal is contained.
Iterns in the checklist must be indexed as a block in the same order as they appeared in the
checklist. Any other items to be indexed should appear in the index either before or afier the
checklist block.

E. TECHNICAL PROPOSAL

The technical proposal shall present a full and complete description of how the bidder will
carry oul the requirements set forth in § TV, covered in sufficient detail for complete
understanding and evaluation.

F. PRICE PROPOSAL

The provided "Price Quotation” forms are self-explanatory (see § V). The bid prices are fixed
for the term of the contract. Estimates will not be accepted. Payments will be based upon
contracted services actually performed in accordance with the prices bid in the price proposal.

G. ATTACHMENTS

The documents which must be included with the proposal as attachments are identified in the
checklist.
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ATTACHMENT A

ARKANSAS TELECOMMUNICATIONS RELAY SERVICE PROPOSAL
CERTIFICATION

All bidders are required to provide a response to every item on this form. Failure to do so may

result in rejection of the proposal as nonconforming. Each response requires the initials (not a

check mark) of the corporate principal (authorized io commit the company to the work

proposed) signing this transmittal form and other proposed documents requiring signature.

A. REQUIRED CERTIFICATIONS:

1. I certify that no "finder's fee" has been paid to an individual or agency.

2 I certify that bid prices were arrived at without consultation with other bidders.

3. I certify that bid prices have not been knowingly disclosed.

4. I certify that no aitempt has been made to suppress competition for this RFP

CERTIFICATION

Signature

Name

Title

Date
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ATTACHMENT B

PROPOSAL CHECKLIST

All bidders are required to respond to the checklist to assure that all items of the RFP are
addressed. Each item requires the initials of the corporate principal of the bidder designated to
commit the company to the contractual agreement.

Initial on the lines below

Proposal Narrative
Technical Proposal
Price Proposal

Required Bond/Security
Attachments

]

YR N

Financial History
Customer References
Disability/Minority, efc.
Certificate of insurance
Network Design
Disaster Recovery Plan
Recruitment/hiring
Organization chart
Disability awareness
Complaint Resolution
Community Outreach
CA Proficiency Exam
CA Training Plan

CA counseling
Confidentiality Policy
Consumer Input

Policy and Procedures
Facility and Personnel

AERERERRR A Y
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ATTACHMENT C

CALL VOLUME AND MINUTES
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ATTACHMENT D

TERMS AND CONDITIONS
1.PURPOSE
The purpose of this Agreement is to state the terms and conditions under which,
, d corporation (hereinafter

called the “Contractor”), will provide a state-wide, dual-party relay service
(known as the Arkansas Telecommunications Relay Service, hereinafter called
“ATRS™) through which hearing-impaired and speech-impaired persons are
provided with access to the telecommunications network in Arkansas functionally
equivalent to that provided to other telecommunications customers.

2.TERM OF AGREEMENT

This Agreement is effective upon signing by the Contractor and Arkansas Deaf
and Hearing Impaired Telecommunications Services Corporation (“ADHITS”).
The term of this Agreement shall be from January 1, 2004 through December 31,
2006, unless earlier terminated by ADHITS in accordance with the termination
provisions contained in Paragraphs 21 and 22 herein. ADHITS shall have the
option to extend this Agreement for up to two years as further set forth in
ADHITS’ Request for Proposals (“RFP”),

3. PROJECT MANAGERS
The Project Manager for the Contractor shall be

[name, address, telephone].
The Project Manager for ADHITS shall be

Kenneth Musteen
ADHITS

1220 West Sixth Street
Little Rock, AR 72201
(501) 375-0086

ADHITS may change its Project Manager at any time upon written notice to
Contractor. The Contractor’s Project Manager shall not be changed without the
written approval of ADHITS’ Project Manager.

All correspondence and transmiftals of formal notifications concerning this
Agreement shall be addressed to the two Project Managers. The Project
Managers shall handle all communications in a timely and cooperative manner.
All formal notices shall be deemed to be delivered five days after mailing by
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registered or certified mail, return receipt requested. A change in address shall be
noticed in the same manner.

4. SCOPE OF WORK
The Contractor shall establish and implement the ATRS in accordance with
ADHITS® RFP (attached hereto as Exhibit A) as modified by the Contractor’s
proposal, including written responses to ADHITS questions (attached hereto as
Exhibit B and hereinafier referred to as “Contractor’s Proposal™), each of which is
made a part hereof for all purposes.

Beginning January 1, 2004, and lasting for the term of this Agreement, the
Contractor shall be the exclusive provider of ATRS within the State of Arkansas.

The Contractor shall retain management control of the relay service center(s).

To accomplish the objectives, ADHITS and the Contractor will coordinate and
consult on an ongoing basis concerning such matters as, but not limited to, CA
proficiencies and training, quality of service and call handling procedures. The
Contractor agrees to implement any reasonable recommendations proposed by
ADHITS after such recommendations and costs have been approved by ADHITS’
Board. When approved, the costs incurred by the Contractor in implementation of
any such recommendations are eligible for reimbursement in accordance with the
Compensation provisions of Paragraph 6.

5. SCHEDULING AND COMPLETION OF WORK
The Contractor shall initiate the ATRS on a statewide basis effective January 1,
2004. State-wide implementation of the ATRS shall be achieved when the
Contractor’s relay service center(s) (is) (are,) able to receive and process calls in
the manner set forth in the RFP from all parts of the State of Arkansas.

Time is of the essence in the Agreement and, accordingly, all time limits shall be
sirictly construed and strictly enforced. The Contractor’s failure fo meet a
deadline imposed hereunder shall be considered a material and significant breach
of this Agreement and shall entitle ADHITS to any and all liquidated damages set
forth in Paragraph 24.

The Contractor shall submit to ADHITS a detailed work plan including time lines
consistent with the service start-up plan included in the Contractor’s proposal and
the RFP which details the establishment and implementation of the state-wide
ATRS and the associated time frames. The Contractor shall submit the work plan
to ADHITS no later than

ADHITS shall review the Contractor’s work plan and authorize its
implementation on a mutually agreed to service start date, no later than January 1,
2004. Approval by ADHITS of the Contractor’s work plan shall in no way
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relieve or release the Contractor from any other obligations to properly perform
and complete the establishment and implementation of the ATRS in accordance
with this Agreement.

6.COMPENSATION

The Contractor shall be reimbursed for invoices submitted based on actual
monthly call volume billed at the appropriate per unit price bid as set forth in
Contractor’s Response to the RFP plus any ADHITS-ordered cost items
categorized as “Desirable” plus any additional cost iterns approved by ADHITS.

ADHITS will not compensate the Contractor for any costs incurred to start up or
terminate the operation of the ATRS outside of the bid per unit price referred to
above.

7INVOICES AND PAYMENTS

10.

Original, signed invoices shall be submitted monthly in accordance with §IILP of
the RFP to the Project Manager of ADHITS.

ADHITS shall assure that all invoices are processed in a timely manner.

RECORDS MAINTENANCE

The Contractor shall maintain a complete file of all records, documents,
communications, and other materials which pertain to the operation of the
program/project or the delivery of services under this Agreement. Such files shall
be sufficient to properly reflect all direct and indirect costs of labor, materials,
equipment, supplies and services, and other costs of whatever nature for which
contract payment(s) is made. These records shall be maintained according to
generally accepted accounting principles and shall be easily separable from other
Contractor records.

RECORDS RETENTION AND AVAILABILITY

All such records, documents, communications, and other materials shall be the
property of ADHITS and shall be maintained by the Contractor in a central
location and custodian, in behalf of ADHITS, for a period of three (3) years from
the date of final payment under this Agreement, or for such further period as may
be necessary to resolve any matters which may be pending, or until an audit has
been completed with the following qualifications: If an audit by or on behalf of
any duly authorized governmental agency of the State of Arkansas has begun but
is not completed at the end of the three (3) year period, or if audit findings have
pot been resolved after a three (3) year period, the materials shall be retained until
the resolution to ADHITS’ satisfaction of the audit findings.

AUDITS AND INSPECTIONS
The Contractor authorizes ADHITS to perform audits and/or inspections of its
record at ADHITS’ expense at any reasonable time during the term of this
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11.

Agreement and for a period of three (3) years following the date of final payment
under this Agreement to assure compliance with its terms and/or to evaluate the
Contractor’s performance hereunder. Should any such audit or inspection
establish noncompliance with this Agreement, either in the manner in which call
minutes are accounted for or in that which they are billed, which caused a
monthly invoice to be overstated by 2%, Contractor shall promptly reimburse
ADHITS all costs of such audit or inspection.

PERFORMANCE MONITORING

The Contractor shall permit ADHITS and any other duly authorized agent or
governmental agency to monitor, at Contractor’s expense, all activities conducted
by the Contractor pursuant to the terms of this Agreement. As the monitoring
agency may in its sole discretion deem necessary or appropriate, such monitoring
may consist of evaluation of internal operating and management procedures,
examination of program data, special analyses, on-site checking, or any other
reasonable procedures.

ADHITS may observe and utilize the Contractor’s technique for assuring the
accuracy of relayed communications, CA procedures, training procedures, office
procedures and testing procedures. ADHITS may not monitor the relay of actual
conversation without the approval of both parties to the conversation. ADHITS
may arrange for calls to test the accuracy of relayed communications or other
factors relating to full and equal access without the permission of the Contractor
or the CA involved. Such calls will not be identified as test or monitoring calls.

All monitoring shall be performed in a manner that will not unduly interfere with
provision of services by contractor hereunder. However, since ATRS is to be a 24
hour, 7 days a week service, the monitoring may occur at any time. Duly
authorized agents of ADHITS shall have the right to make on-the-spot checks at
any time without any warning. The Contractor shall make provisions to allow
agents of ADHITS this capability.

The fact that such monitoring is undertaken shall in no way relieve or release
Contractor from its obligation to properly perform its duties in accordance with
this Agreement nor from Contractor’s full responsibility for damages or loss
caused by Contractor, its subcontractors, employees or agents. The Contractor
obligations referenced under this paragraph shall be continual and shall not be
affected by ADHITS acceptance of invoices. ADHITS shall not be required to
request any changes based on the monitoring undertaken pursuant to this
Paragraph 11.

12.PERFORMANCE BOND

The Contractor shall furnish to ADHITS a performance bond (in accordance with
§ILL of the RFP) as security for faithful and timely performance under this
Agreement. The bond shall become effective no later than ten (10) calendar days
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13.

14.

15.

after the APSC approves this Agreement. The bond shall remain in effect until
the latter of one hundred eighty (180) calendar days after termination of this
Agreement or resolution of any disputes as to Contractor’s performance
hereunder.

The bond shall be in the form prescribed by law or regulation and shall be
executed by a surety approved by ADHITS.

If the surety of any bond furnished by the Contractor is declared bankrupt or
becomes insolvent or such surety’s right to do business is terminated, the
Contractor shall thereafter, within five (5) calendar days, substitute another bond
and surety both of which must be acceptable to ADHITS.

SUBCONTRACTS

Except for subcontracts identified in the Contractor’s Proposal, Contractor shall
submit any proposed subcontracts to ADHITS for its written approval before
entering into the same. No work shall be subcontracted without the prior approval
of the Project Manager for ADHITS. Upon the termination of any subcontract,
ADHITS shall be notified immediately.

RELATIONSHIP WITH CONTRACTOR AND SUBCONTRACTOR

The Contractor shall be responsible for all actions of subcontractors and all
payment io subcontractors. Failure of a subcontractor to perform for any reason
shall not relieve the Contractor of the responsibility for competent and timely
performance of all duties under this Agreement. ADHITS will not deal with
subcontractors except through Contractor’s Project Manager. All agreements
with subcontractors shall provide that the subcontractor’s sole remedy for non-
payment by Contractor under subcontracts shall be against Contracior, and not
result in liens or claims of any sort against ADHITS.

All requests for changes of work within this Agreement shall be in writing
between the Project Manager for ADHITS and the Project Manager for the
Contractor.

ASSIGNMENT

Except for the subcontractors identified in the Contractor’s Proposal, the
Contractor may not transfer by assignment, subcontract, or novation its obligation
to perform under this Agreement or any part thereof, unless the prior written
approval of ADHITS as to each assignment or subcontract has been secured.

The Contractor may not, without prior written consent of ADHITS, assign any
right that it may have under this Agreement; consent may be given or withheld in
the sole discretion of ADHITS, provided that such assignment is expressly made
subject to all defenses, setoffs or counter claims which would be available to
ADHITS against the Contractor in the absence of such assignment Such
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16.

assignment must be in writing and delivered to ADHITS not less than fourteen
(14) calendar days prior fo the rendering of any invoice, or simultaneously with
the rendering of any invoice and attached conspicuously to said invoice.

ADHITS” consent to one or more assignment(s) or subcontractors hereunder shail
not constitute a waiver or diminution of ADHITS’ absolute right to consent to
each and every subsequent assignment or subcontractor.

In the event of any subcontract hereunder to which ADHITS has consented, each
such subcontract shall contain a provision that further assignments shall not be
made to any third or subsequent tier subcontractor without additional written
consent of ADHITS.

INSURANCE COVERAGE

The Contractor shall provide insurance coverage for itself and all of its employees
used in connection with performance of services under this Agreement, and insure
that all subconiractors shall be similarly covered. Such policies shall be issued by
a financially sound carrier and/or carriers and shall be subject to the reasonable
approval of ADHITS. Copies of certificates of insurance naming ADHITS as an
additional insured shall be provided to ADHITS. Such insurance coverage shall
hold ADHITS harmless from all claims of bodily injury, including death, and
property damage, including loss of use, by Contractor, its employees, agents or
subcontractors and their employees. This insurance will include Workers’
Compensation as required by law; comprehensive general liability and bodily
injury insurance in amounts that are commercially reasonable under the given
circumstances.

17 REGULATORY AUTHORITY

18.

19.

The Contractor assumes responsibility for compliance with all regulatory
requirements, as well as all other applicable laws, ordinances, rules and
regulations of federal, state and municipal governments or agencies thereof and
shall be liable for any damages caused by an violations thereof.

CONFLICT OF INTEREST

The Contractor warrants that neither it nor its subsidiaries are currently engaged
in any relationship which could result in a conflict of interest in the performance
of this Agreement. The Contractor further agrees to refrain from entering into any
such relationship, and to notify the Project Manager for ADHITS promptly of any
potential conflict of interest for itself or its subcontractors. ADHITS may
exercise its option to terminate this Agreement if a conflict is found.

INCORPORATION OF REPRESENTATIONS AND WARRANTIES;
FURTHER REPRESENTATIONS AND WARRANTIES
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20.

This Agreement expressly incorporates Contractor’s representations, certifications
and warranties in Exhibits A and B and in other provisions of this Agreement.
Contractor further represents and warrants:

a. Contractor is a corporation duly organized, validly existing in good
standing under the laws of the State of
Contractor has all necessary power and authority under appilcable
corporate law and its organizational documenis to own or lease its
properties and to carry on its business as it 1s presently conducted.

b. Contractor has full corporate power and authority to execute, deliver and
perform this Agreement. The execution and delivery of this Agreement
and performance under this Agreement have been duly and validly
authorized by all necessary corporate action on the part of the Contractor.
This Agreement has been duly executed and delivered and attested to by
duly authorized officers of Contractor and is a valid and binding
agreement, énforceable against Contractor in accordance with its terms.

GENERAL INDEMNIFICATION; SPECIFIC INDEMNIFICATION
REGARDING PATENT AND COPYRIGHT INFORMATION: NOTICES OF
PROCEEDINGS

The Contractor agrees to indemnify, defend and hold harmless ADHITS and its
officers, agents and employees from any and all claims and losses arising from or
relating to any and all contractors, subcontractors, materialmen, laborers and any
other persons, firms or corporations furnishing or supplying work, services,
materials or supplies in connection with the performance of this Contract, and
from any and all claims and losses arising from or relating to any person, firm or
corporation that may be injured or damaged by the Confractor in performance of
this Agreement.

The Contractor, at its expense, will defend any claim or suit which may be
brought against ADHITS for infringement of United States patents or copyrights
arising from the Contractor’s or ATRS’s use of any equipment, materials, or
information acquired, prepared, or developed by the Contractor in connection
with the performance of this Agreement, and, in any suit, will satisfy any final

judgment for such infringement. ADHITS will give the Contractor written notice

of such claim or suit and full right and opportunity to conduct the defense thereof,
together with full information and all reasonable cooperation. ADHITS may
participate in the defense of such action, but no costs or expenses shall be
incurred for the account of either party by the other without the other party’s
wriiten consent.

Contractor shall promptly notify ADHITS in the event that the Contractor learns
of any litigation in which it or ADHITS is a party defendant in a case which
involves services provided under this Contract. Contractor, within five (5)
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21.

22,

calendar days after being served with a summons, complaint or other pleading
which has been filed in any federal or state court or any administrative agency,
shall deliver copies of such document(s) to ADHITS. The term “litigation”
includes an assignment for the benefit of creditors, and bankruptcy, reorganization
and/or foreclosure filings.

TERMINATION FOR CAUSE

ADHITS may terminate this Agreement with cause upon written notice to the
Contractor. After receiving written notice of said cause, the Contractor shall have
forty-five (45) calendar days to cure said cause, except in the case of bankruptcy
or insolvency in which case the 45-day period shall not be applicable. If it is
impossible for the Contractor to cure said cause within forty-five (45) calendar
days, it will be sufficient for the Contractor to show that it is taking all reasonable
steps to cure said cause in an expeditious manner. If the Contractor fails to cure
said cause to the reasonable satisfaction of ADHITS within such time, then
ADHITS shall so notify the Contractor by written notice.

For purposes of this Agreement, cause shall be defined to include, but shall not be
limited to, such actions as: failure to establish the ATRS in accordance with the
terms of this Agreement; gross mismanagement, fraud, wanton and material
negligence; being adjudicated a voluntary or involuntary bankrupt, or otherwise
becoming insolvent; any substantial violation of any laws, ordinances, rules or
regulation, of any federal, state, or municipal governmental authorities; and any
major breach of the Contractor's agreement to comply with professional standards
and practices relating to the ATRS.

In the event that this Agreement is terminated for cause, the Contractor shall
forfeit all compensation to be paid to the Contractor under the terms of this
Agreement. The Contractor shall not be entitled to any termination costs. In
addition to these remedies, ADHITS shall retain the right to seek any and all
additional rights and remedies afforded by law.

TERMINATION AT ADHITS’ OPTION

ADHITS may at its option terminate this contract at any time upon giving ninety
(90) calendar days notice in writing to the Contractor. In such event, the
Contractor agrees to use all reasonable efforts to mitigate its expenses and
obligations hereunder. In such event, ADHITS shall pay the Contractor for all
satisfactory services and for all expenses incurred by the Contractor prior to said
termination which are not included in charges for service rendered prior to
termination and which could not by reasonable efforts by the Contractor have
been avoided. The Contractor shall not be entitled to any termination costs.

23 FORCE MAJEURE

Neither ADHITS nor the Contractor shall be considered in default in the
performance of its obligations under this Agreement fo the extent that the
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24,

performance of such obligations is prevented or delayed by any cause beyond the
reasonable control of the affected party which such party could not, by due
diligence, have avoided. Such causes, including but not limited to, acts of God,
acts of governmental authority, floods, explosions and riots, shall not relieve the
affected party of liability in the event of its failure to use diligence to remedy the
situation and remove the cause in an adequate manner and with all reasonable
dispatch and to give notice and full particulars of the same in writing to the other
parties as soon as possible after the occurrence of the cause that prevented or
delayed performance of obligations.

LIQUIDATED DAMAGES FOR FAILURE TO MEET PERFORMANCE
REQUIREMENTS

THE PARTIES ACKNOWLEDGE THAT IN THE EVENT OF A FAILURE BY
THE CONTRACTOR TO MEET THE PERFORMANCE REQUIREMENTS
LISTED IN THE RFP (EXHIBIT A), DAMAGE SHALL BE SUSTAINED BY
ADHITS AND THAT IT IS AND WILL BE IMPRACTICAL AND
EXTREMELY DIFFICULT TO ASCERTAIN AND DETERMINE THE
ACTUAL DAMAGES WHICH ADHITS WILL SUSTAIN IN THE EVENT OF
AND BY REASONS OF SUCH FAILURE; AND THE CONTRACTOR
THEREFORE AGREES THAT IT WILL PAY ADHITS FOR SUCH
FAILURES, AT THE SOLE DISCRETION OF ADHITS, THE AMOUNTS SET
FORTH BELOW.

THE SOLE PURPOSE OF LIQUIDATED DAMAGES IS TO ASSURE
ADHERENCE TO THE PERFORMANCE REQUIREMENTS IN THE
CONTRACT. THE LIQUIDATED DAMAGES AMOUNTS SET FORTH
BELOW HAVE BEEN AGREED UPON BY THE PARTIES, AFTER
NEGOTIATION, AS A REASONABLE ESTIMATE OF DAMAGES. NO
PUNITIVE INTENTION IS INHERENT. WRITTEN NOTIFICATION OF
EACH FAILURE TO MEET A PERFORMANCE REQUIREMENT WILL BE
GIVEN BY ADHITS TO THE CONTRACTOR. IN THE EVENT THE
CONTRACTOR HAS NOT MET THE PERFORMANCE REQUIREMENTS
BY THE DUE DATE, LIQUIDATED DAMAGES MAY BE IMPOSED
RETROACTIVELY TO SUCH DATE.

a. Full Service Siart Date. The Contractor shall commence full ATRS
operations upon the mutually agreed service start date no later than
January 1, 2004,

Liquidated damages are $20,000 per day for each calendar day from the
date the ATRS was due to start operations.

b. Operating Parameters
i. Excessive Call Blockage. The requirement is that no more than a
daily average of 1% of calls shall receive a busy signal.
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Liquidated damages are $2,000 per day for each calendar day the
busy signal requirement is not met.

ii. Excessive Time to Answer Calls. The requirement is that calls be
answered in a daily average of seven (7) seconds, with a standard
deviation of 3.0 seconds, to assure that 85% of calls are answered
within 10 seconds.

Liquidated damages are $2,000 per day for days in which calls
were not being answered within the required average number of
seconds.

iii. Service Qutage. Any service outage exceeding four (4) hours in
length within a 24-hour period will subject the service provider to
liquidated damages equivalent to an average of one day’s (24
hours) billing in the prior calendar month for the service. “Service
outage” shall be defined as any interruption of the ATRS
operations and/or inaccessibility by any of its potential users.

C. Monthly Reports
The Contractor shall provide to ADHITS twenty-one (21} calendar days
after the end of the month.

Liquidated damages are $200 per day for each calendar day the reports are
overdue.

Initials of parties:

25.COLLECTION OF DAMAGES (ACTUAL AND LIQUIDATED)
Amounts due ADHITS as actual or liquidated damages may be deducted by

ADHITS from any money payable to the Contractor pursuant to the Agreement or
otherwise as a debt due to ADHITS. ADHITS shall notify the Contractor in
writing of any claim for actual or liquidated damages pursuant to this provision at
least ten (10} calendar days prior to the date ADHITS deducts such sums from
money payable to the Contractor.

Initials of parties:

26.SEVERABILITY
During any period in which any provision of this Agreement shall be held
unlawful or otherwise unenforceable, such provision shall be severed and deemed
deleted, and the remainder of this Agreement shall continue in full force and
effect as if such provision had never existed.
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27.

28.

29.

30.

31.

32.

HEADINGS

The headings used in this Agreement are for convenience of reference and are not
intended to limit or define the text of any paragraph herein. Such text shall
control the headings in case of any inconsistency.

GOVERNING LAW

This Agreement shall be governed by the laws of the State of Arkansas as applied
to contracts formed and wholly performed in Arkansas, and enforced in and by
the courts in the State of Arkansas.

WAIVER

Waiver, whether formal or constructive, by ADHITS of sirict performance of any
provision of this Agreement in any specific instance shall not be deemed a waiver
of, nor shall it prejudice ADHITS’ right to require strict performance of the same
provision or any other provision in the future.

TAXES, FEES AND LICENSES
All sales, property, excise and other federal, state and local taxes, licenses or fees,
if any, resulting from this Agreement shall be paid by Contractor.

TRANSITION TO NEW VENDOR

At the conclusion of the term of this Agreement, the Contractor agrees to
cooperate with any new vendor for the service and to provide assistance to
facilitate the transition of the service to the new vendor. Specifically, Contractor
agrees, if requested, to continue to provide service for up to 90 days following the
termination of the initial or any renewal period, on the same terms and conditions
until the new vendor can commence service.

MODIFICATIONS TO AGREEMENT

ADHITS may request, at its sole discretion and by written notice, that certain
changes be made to the general scope of work without invalidating this
Agreement. No changes in the scope of work shall be made by the Contractor
without the prior written approval of ADHITS.

Upon receipt of any such written request from ADHITS for a change to the
general scope of work, the Contractor at Contractor’s expense shall within a
reasonable time thereafier, submit to ADHITS a detailed wrilten estimate of the
required price and schedule adjustment to this Agreement. ADHITS will approve
the modification and the costs associated with such work prior to the time the
Contractor begins such work.

This Agreement and all obligations hereunder are subject to all applicable laws,
rules, obligations and orders or ruling of any authorized court, agency or
commission of federal or Arkansas government. This Agreement is subject to
changes or modifications that may from time to time be directed by the Federal
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Communications Commission or the State of Arkansas. Any such changes or
modifications shall be subject to the procedure set forth in this Agreement.

33. CONFLICTING DOCUMENTS
To the extent, if any, that this Agreement conflicts with the RFP and/or
Contractor’s Proposal, this Agreement shall take precedence and control. To the
extent, if any, that the RFP and Contractor’s Proposal conflict, Contractor’s
Proposal shall take precedence and control.

34.  ENTIRE AGREEMENT: COUNTERPARTS

This Apreement, incorporating Exhibits A and B, constitutes the entire Agreement
between the parties hereto. No other Agreement, statement, or promise relating to
the subject malter of this Agreement which is contained herein shall be valid or
binding. No changes, alternatives or modifications hereto shall be effective
unless in writing and signed by a representative of each party authorized to bind
said party. This Agreement may be executed in several counterparts, each of
which will be deemed an original and all of which shall constitute one and the
same instrument.

Executed this day of , 2003.

Arkansas Deaf and Hearing Impaired Telecommunications Services Corporation
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For the Contractor:
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Appendix W: Copy of Phone Bill with Surcharge Rate

———

Monthly Sorvien - Aug 21 thiu Sep 2§
1 Basic Looot Servite-Resldente n4
Syishammes sod Othar Fees
2 federal Subscber Lne Charge 586
1 8H Sewvice Feo 18
& Federnd Baiversal Seevice Fan 5
5 AR felay Senvice & Equip Aund o7
B AR bniveesnl Servica Fen 50
T Specin! Municipal Charge f B§
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